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AHHOTauunA

Kapn Cbloann — ycnewHbli Gu3HECMEH, KOTOPOMY YyOanocb MOAHSITb Npogaxu Ao
HeBWAAHHbIX BbICOT Bnarogapsi NpUBMEYEHUIO U yAepXKaHUo nokynaTenen.

Ero kHura siBnsiet cobon npakTnyeckoe pykoBoACTBO Mo paboTe ¢ KnneHTamm (a NonyTHO U
no opraHu3aummn paboTbl NPEANPUATUS, MAPKETUHTY U MepYeHaan3unHry). Cbtoann pekomeHayeT
BCEM fenaTb CTaBKy Ha NOCTOSIHHbLIX KITMEHTOB, MOCKOSbKY HACTPOW Ha pa3oBble Npodaxu aenaeT
Ou3Hec HeycTomumBbiM. VI ybeguTenbHO AoKasbiBaeT: YTOOLI yaepkKaTb KIMEeHTa, HeobxoamMmo
NepecMoTPETb CBOM B3rMNsAbl HE TONbKO Ha OBGCnyXMBaHWE Kak TAakOBOE, HO M Ha OpraHM3aumio
paboTbl, onnaty Tpyaa, YUCTOTY NOMELLEHUI, AN3aliH NaHawagTa u MHOrMe ApYrne Menoyu.

Khura 6yget nonesHa kak Tem, KTO TONbKO Ha4YMHAET CBOW BU3HEC, Tak U TEM, KTO ULLET
nyTW ero AanbHenLero paclumpeHus.

Bce npaBa 3awmiieHbl. Hukakasi 4acTb AaHHOW KHUMM HE MOXET OblTb BOCNPOM3BELEHA B
Kakow Obl TO HM ObIno hopme 6e3 MMCbMEHHOMO pa3peLLeHs BnagaernbLeB aBTOPCKMX MpaB.

MpaBoByto NopaepxKy nsgatenbcTea obecnevmBaeT opugnyeckas mpma «Berac-Jlekcy.
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Kapn Cbroann, lNon bpayH
KnneHTbl Ha BCHO XXU3Hb

OT nsparenen

Orta kHura Brepsble Bbiuia B 1990 rogy B CIIIA u Beiaepikana HECKOJIBKO MEPEU3IaHUM.
Mp1 6epem Ha cedst CMENIOCTh YyTBEPXKAATh, YTO B IAaHHBIM MOMEHT Cpellu U3JIaHHBIX B Poccrun KHUT
HET HUYEro JIy4lIero Ha TeMY IIPUBJICUEHUS U Y€ KAHUS KIIMEHTOB.

Xots aBrop, Kapn Cpro35u1, 3aHUMaeTcst IpoAaXkeil Joporux aBToMoOuIe, ero COBETHI MOJI-
XOJIAT HE TOJIbKO TeM, KTO paboraeT ¢ VIP-kinmeHTamu: Jaxke mpojaBasi KOIIEEUHbIE TOBAPHI, BbI
MoskeTe (M T0JKHBI! ) 00pOThCS 3a TO, UTOOBI UX MOKYIIaJi UMEHHO Yy Bac, a HE y KOHKYPEHTOB.

[To mammMm HaGmonenusM, He MeHee 80 % poccuiickoro OM3HECa pacCYUTaHO CKopee Ha
OJTHOpa30BbIE MPOJAXKH, YEM Ha JAJUTENIbHOE yaep:kaHue kineHTta. 80 % u3 ocrasmuxcs 20 %
XOUET yJIepKaTh KJIMEHTa Ha/l0JIr0, HO MOJIb3YETCS /ISl 3TOT0 «MEXaHUUECKUMI CUCTEMaMH O/-
JIepKaHUs JIOSUIBHOCTH (ITPU3bl, JUCKOHTHBIE KApThl U T. I1.).

V¥ Cproam1a MHOM NOAXO/;: BO-IIEPBBIX, OH CUYMTAET IIEPBOOUYEPEAHOMN 3aa4€ii UMEHHO yIep-
YKaHHUe KJIMEHTa, a BO-BTOPBIX — YTO CJIEJIATh 3TO MOXHO TOJILKO IIPU MOMOILM YCTaHOBJICHUS YeJI0-
BEYECKHUX, IMOLIMOHAJIBHBIX CBSI3EH.

B xHure ecth Kak n3noxeHue (PyHJaMEHTAIBHBIX OCHOB IPEANPHHUMATEIHCTBA, TAK M OIH-
CaHHe KOHKPETHOM LEeTbHOM JACHCTBYIONICH CUCTEMBI YIepKaHUsI KIMEHTOB — Ha IpuMepe (ecTe-
CTBEHHO) TOTO OM3HEeca, KOTOpbIM 3aHuMaetcs Kapn. DTa cuctema Tak mpoayMaHHA U YHUBEP-
cajibHa, YTO MOAXOAUT IPAKTHUUECKH JUIsl JII000H chephl AesITENbHOCTH.

MBI JaBHO HaYaJIM MPUMEHSTH €T0 UJIEH U MOKEM C YBEPEHHOCTBIO CKa3aTh, YTO OHU pado-
TaIOT.

Hzeope Mann, Muxaun Meanos u Muxaun @epbep
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OT napTHepa poCCUUCKOro usgaHus

OTa KHUTA, KOTOPYIO MBI TIOJTYYHIN B OJHOM SK3EMIUISIpE B BUE pacliedaTaHHbIX Ha TPUH-
Tepe JUCTKOB (popmara A4, CIIUTHIX NPYKUHOH, MEPEXOIIA U3 PYK OAHOTO AUPEKTOPa B PYKH
Jpyroro ¢ 60em, 4yTh JIM He 10| paciicKy. CTOUT JIM TOBOPHTH, UTO M MPOYUTHIBATIACH OHA 3aII0EM,
6e3 oTpbiBa. [ToToM, yXKe ¢ X0JI0JHOM TOJIOBOH, S IBITAJICS TIOHATH: B UE€M KE €€ OTIINYHE OT JPYTUX,
B UEM CKpbITA 3Ta MPUTIAraTesIbHOCTh? MoXeT ObITh, Jes10 B aBTopuTeTe Kapna Cerosiia, KoTo-
PBIil y’KE CTOJIBKO JIET B aBTOOM3HECE M CyMeJ YBEIHMYUTh 000pOT cBOeH kommanuu ¢ $10 miH. 10
$250 mutH. 3a 30 net, paboTasi ¢ 4eThIpbMs aBTOMOOMIIbHBIME MapkamMu? Ho 110 TOro, Kak B3sTh 3Ty
KHUTY B PYKH, s ¥ TIOHATHS HEe uMell, Kto Takoi Kapn Cproaim, a KoMraHusi, KOTOPOH sl pyKOBOXKY,
yBeau4mia cBoit 06opot ¢ $10 Teic. 10 $356 muH. 3a 13 ner. Y aBToMOOMIIBHBIX OpEH/IOB Y HAC
YK€ YETBIPHAIATb.

[ocroiite, MOXET OBITH, aBTOP JEIUTCS KAKUMHU-TO YHUKAIBHBIMHA CEKPETaMH MM OTKPHI-
BACT COBEPIICHHO HOBBIC, 30KEAHCKHE MY/IPEHbIE IIPUEMBI IPUBJICYCHUS U yIePIKaHUS KITMEHTOB?
Jla HeT, HUKaKoW CEeKpeTHOW MH(POPMALIMU B HOY-Xay B KHATE 0CO00 HE 3aMEYECHO, OOJIbIIIE TTOJIO0-
BUHBI BCETO ONMMCAHHOTO YCIEITHO IPUMEHSETCS B HAIIMX aBTOIICHTpax. Tak B ueM xke (hokyc?

To, 4yTO KHHra cTaHeT OEeCTCeIEPOM B TEPBYIO OYEpEIh CPEIH TeX, KTO paboTaeT B aBTO-
MOOMIILHOM OM3HECE, HECOMHEHHO. 3aJIoT ee yclexa — B XOpOIlleM, )KUBOM CJIOTe ¥ BHUMaHUH K
menoyam. [ToroMmy 4To, KOTJIa YATACIIb, 33Ja€IIHCSI BOITPOCOM: 3HAJI JIM ThI 00 3TOM MpHEME WIIN
o takoM noaxoze? Ja, 3an. Mcnons3oBan? Het. [loToMy uTO cunTasi He OYEHb BaKHBIM. A OKa-
3bIBAETCSl — BEPHEE, B OUEPEIHON pa3 OKa3bIBaeTCs, — YTO BaXHO Bce. JItoboe ciioBo. BHumanue.
tpux. JIro0as menous. Het, HenpaBuibHO: Menodeld He ObIBaeT.

W BOT 32 3TO HCIIBITHIBaCUIHL OTPOMHOE YBa)KEHHUE K aBTOPY. 3a TO, YTO OH BCE MEJIOYH COOU-
paeT, aHaTM3UPYET, PACCTABISET MO MOJOYKAaM M, CaMOe TJIABHOE, MCIIONb3yeT. M mojcka3bpiBaeT
OCTaJIbHBIM, KaK WX Hcnojb30BaTh. Criacu0o 3a 3to Kapny Crroamy.

Onee Xycaenos, cenepanvbHuvili Oupekmop MexrcoyHapooHo2o asmomMoOUIbHO20 XON0UHeA
«Amnanm-My
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MpeoucnoBue aBTOpPa K POCCUMNCKOMY U3AAHUIO

[TepBoe, uTo xoueT caenarb Jr0OOW Ou3HECMEH, pabotaeT i oH B Poccun, Utanuu mmm
1r000#1 IpyToii CTpaHe, — 3TO YBEIMYUTh MAPKETHHTOBBII OIO/IKET, YTOOBI MPUBIICYb HOBBIX KITH-
€HTOB.

KoneuHo, B 3TOM ecTb 3apaBbiii cMbIci. HO eciy BBl HE 33lyMBIBA€TECH O TOM, YTO IIPOUCXO-
JIUT TIOCJIE TOTO, KaK HOBBIN KJIIMEHT HalJIEH, 3TO MOXKET BaM JJOPOro 000HUTUCEH. MeXly TEM OT yke
CYIIECTBYIOIIUX KJIMEHTOB MOXXHO TOJYYHUTh TOpa3io OOoJbIle BHITOMBI, M II€HA TaKOTO OM3Heca
OyJeT HAMHOTO MEHBLIE, YEM MPU OCTOSIHHOM IOHCKE HOBBIX PBIHKOB COBITA.

Mopans: mpexzae 4eM Opocarbcsi Ha TIOMCKH HOBBIX KJIMEHTOB, MOMPOOYHTE MpPEBPaTUThH
HOKYyIIaTelNeH, C/IeNaBIIuX Y BaC OAHY MOKYIIKY, B KIINEHTOB Ha BCIO KHU3Hb.

JlaHHast KHUra LEJIMKOM MOCBSIEHA TOMY, KaK 3TOr0 JOOUTHCS.

[Touemy cTouT npuaepKkUBaThCs Takoro noaxona? CMoTpUTE: €CIIU BBl IpEycIlieeTe B Ipe-
BpAIllEHUH CIyYalHBIX MMOKyIaTeaeil B MOCTOSHHBIX KJIMEHTOB, PE3YJIbTaThl Oy1yT TOJIBKO IOJIO-
KUTEIIbHBIE.

— IIponaBath yciyru Wi TOBaphl CYIECTBYIOIIEMY KIIMEHTY HAMHOTO IPOIIIE, Y4EM HOBOMY.
Bbl yke ycTaHOBWJIM ¢ HUM OTHOIIEHHS U 3HA€Te e€ro norpedHocTu. YUCThIN pe3ynbTaT: Ballu
pacxozbl Ha MAPKETUHT CHUXKAIOTCSL.

— Bam He Hajo Oyzner TpaTuTh MHOTO CHJI, BPDEMEHU U CPEJCTB Ha TO, YTOOBI BallM KJIH-
€HTBI CHOBA BbIOpasy Bac. OHU cKOpee NMPUCITYIIAIOTCS K BalllUM MPEAJIOKEHHUSIM, TIOTOMY YTO YKe
MMEJTU TIOJIOKUTEIBHBIN OIBIT O0IIEHUs ¢ BaMU. (DTO 3epKajbHOE OTPAXKEHUE TIEPBOTO IMYHKTA, C
AQHAJIOTMYHBIM PE3YyJIbTaTOM: OBBILIEHUE TPUOBLIN.)

— Ecnu kMeHThl NOKyNaroT y Bac, OHU HE MOKYMalT Y KOHKYpeHTOB. [IpeBpamas ciayyaii-
HBIX [TOKyTaresiel B KIMEHTOB Ha BCIO KU3Hb, Bbl BRIMTPHIBAETE, A BAIIM KOHKYPEHTBI, KOTOPbIE HE
JIEJIal0T 3TOT0, POUTPHIBAIOT.

— IlocTosiHHBIE KIMEHTHI HE TaK 4yBCTBUTENbHBI K IIeHE. Bbl yke yCTaHOBUJIM XOpOIlNeE
OTHOILIEHUS, M MOKyHaTessiM JIeT4ye 3arjiaTUThb HEMHOro OoJibllle BaM, YeM TPATUTh BpeMs Ha
MIOWCKH JIPYTO KOMITAaHUH, KOTOPasi CMOXKET OOCITYKHTh UX Ha TAaKOM K€ BBICOKOM yYpPOBHE.

— OHu ¢ 60I1bIIeH TOTOBHOCTBIO MOMPOOYIOT U IPYTHE BAIU MTPOAYKTHI M yCIyTH. Bl Haxo-
JUTECh B OOJIee BBITOIHOM TOJIOKEHHH, Ye€M JIpyrue (UPMBI, C KOTOPBIMA OHU HE WMEINH JIeja.
JloBepue, KOTOpPOE BbI 3aBOEBAJIM U3HAYAIbHO, PACTIPOCTPAHUTCS U Ha IPYTHUE BAIlIX [TPEIIOKECHHUS.

Kak BuauTe, HalleneHHOCTh Ha NPOAAXY CYLIECTBYIOLIUM KIJIMEHTaM SIBISIETCS ropaszio
OoJiee pe3ynbTaTUBHONW U MEHEE 3aTpaTHON MapKETUHIOBOW CTpaTeruel, 4eM MOMCK HOBBIX MOKY-
HIaTeJIeH.

[Touemy sxe Takoro 1Moaxo/a He MPUIEPKUBAETCS OOJNBIIMHCTBO MapkeToiaoro? Tomy ecTh
LEJIbIH psAJl IPUYUH, HAYUHAS C TOTO, YTO MHOT'HE IPOCTO OPUEHTUPOBAHBI TOJIBKO HA HOBBIE C/IETIKU
— TO €CThb B IIPUHLIUIIE CIIOCOOHBI TyMaTh TOJIBKO O PACLIIMPEHUN PHIHKOB CObITA, — U 3aKaHUYMBAs
CKyKO#: « MBI yk€ JaBHO paO0OTaeM C ITUM YEJIOBEKOM (UM KOMITAHUEH ), XOUETCsl YEr0-TO HOBEHb-
KOTO».

Ho Hano noHsTh, YTO, €CIM BBl HE MBITAETECh IPETEHA0BATh Ha AJIUTEIIbHBIE OTHOLLIEHUS C
BalllMM KJINEHTOM, Bbl TEPSIETE HA 3TOM JIeHbI'H. V1 BO3MOXKHO, OObIIINE IEHBIH.

JaBaiiTe pacCMOTpHUM MPOCTON MpPUMEP U3 MOETO Ou3Heca. S mpoiaro JErKOBbIE MAIIUHBI.
UtoOBI HE YCIOKHSTH pacyeThl, OyIeM CYMTAaTh, YTO CpeaHsisl IieHa MamuHbl — 25 000 nonmapos.
Kak npaBuiio, 3a cBOO kHU3Hb CpeIHUIN KIMEHT nokynaeT y Hac 10 mamuH. To ects 310 250 000
noJapoB (0e3 yuera unduisiiuy, B nosutapax 2005 roga). Kpome Toro, Ha 00cmy>KUBaHHE MAITUHBI
(oT 3aMeHBI Maciia 10 pEMOHTA NOMATBHIX KPBIIbEB) KIMEHTHI TPATAT CyMMY, PaBHYIO IPUMEPHO
TPETH €€ LIeHbl. ITO JaeT ele okoso 82 500 nomnapos, u B cymme — 332 500. 3Ty cyMMy MOXKHO
3apaboTaThb, €CIM MPEeBPaTUTh MOKYIATeNsl OJJHOW MAIIMHbI B KJIMEHTa Ha BCIO )KU3Hb.
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Temneps npeacTaBuM, UTO YEIOBEK KyIUJ y Hac MamuHy 3a 25 000 qosiapoB v 00JblIe HUKO-
rJa He TOSBIISUICS, TOTOMY UTO €My y Hac He moHpaBmwiock. Pasnuna B npubsimn — 307 500 go:-
napoB. CKOJIBKO peKJiaMbl HaJI0 Pa3MECTHTh M CKOJIBKO Paclpojaxk MPOBECTH, 4TOObI 3apaboTarh
307 5007

TpynHo npencTaBuTh cebe MapKETUHTOBYIO KaMITaHUIO, KOTOpas crocoOHa MPUHECTH TaKoi
e JIOXOJ/, KaKOi BBl MOXETE IMONyYWTh, YOSTUB BalIero CYIIECTBYIOIIETO KIMEHTa MOKYyNaTh
TOJIBKO Y Bac. BermomuuTe 00 5TOM, BepcTasi Balll MApKETHHTOBBIN Or0keT. BMecTo Toro 4yto0s!
3alyCTUTh HECKOJIBKO HOBBIX MPOTPaMM JUjIsl MPUBJICYEHHS] HOBBIX MOKYyIaTenel, moueMy Obl He
yOeauThCs B TOM, YTO BBl MAKCUMAJILHO YIOBIETBOPsIETE NOTPEOHOCTH CYIIECTBYIOUINX KIIMEHTOB?

Brl cipamuBaeTe, kakoil mepBblil mar cienars? B TedeHue cienyromiel Heaenu N03BOHUTE
10 knueHTaMm, MPUHOCSIIUM BaM HaWOOJBIINKA MPOILIEHT J0XO0/a, MOOJIarofapuTe UX U HAUHUTE
00CyXKIeHHE TOTO, KaK BBl MOKETE CAeNaTh UX JKU3Hb JIeTye.

Kapn Cvioonn
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NMpeaucnosue Toma lNutepca

B 3T0if HEOOBIYHOM KHUTE €CTh LENbII Pa3/eN — YEThIPEe IIaBbl, — MOCBSIECHHBIN BBISICHE-
HUIO TOT0, YETO XOUEeT KIMEHT. EcTh 1aBa, NOCBsIIEHHAs TyaJleTaM, a BEpHEe, UX BO3JAEHCTBUIO Ha
BOCHpUATHE KiIMeHTa. U elle B 0HOM I1aBe peub UJET UCKIIIOUNTENBHO O BHIBECKAX U YKa3aTelsIX.

M 060 Bcem 3TOM roBOPUT YEIIOBEK, KOTOPBIN yBEIUYMII CBOM OusHec ¢ 10 MiIH. 10J171apoB B
1968 romy 110 250 MJTH. 10JITIAPOB CETO/IHSI, C TPUOBLIBIO, BRIPOCIIEH B TaKOM e mpornopiuu. Kapin
Cproamut nponaet aBromoouin: «Kaaumnakuy, «Jlekcyco», «Xennai» u «lllespone». [lokazarenu
YIOBJIETBOPEHHOCTH €0 KJIMEHTOB HEBEPOSITHO BeMUKU. OH HE TOJIBKO BO3MIABISET Pa3IMYHOIO
poia pEUTUHTH — OH KaK/Iblil pa3 BHOCUT BCE€ HOBBIE OTTEHKH B IMOHSITHUE <JTYUYLIUI.

MecTtamu 3Ta OIIETOMIISIONIAs KHUrA BBIVISIAUT KakK-TO M0-J0MAalllHEMY: HE OepUTe ¢ KIIU-
€HTa JICHET 3a T€ YCIYTU, KOTOPBIE BB OKa3aju Obl OecIuiaTHO APyYTY. (ITO MOXKET, HAIPUMED, O3HA-
4aTh OTHPABKY TEXHUKA — OHU JEXKYPST KPYIVIOCYTOUHO, 7 IHEN B HEJIENIO — B @9PONOPT B I1OJIHOYb
JUTst OECTIIIATHOM 3aMEHBI CIIOMABIIETOCS Y KIIMEHTA KITI0Ya 3aKUTaHus. ) DTUYECKHUM MOIX0/ 3/1€Ch
TaKOW: YIpaBJISIiTe CBOUM OM3HECOM, BCE BpeMs 3aaBasi ceOe BOMPOC: «A eciu 00 3TOM HAIUIITYT
B 3aBTpalllHel razere?»

Mectamu 3Ta KHUTa H3ymiisieT: ChIO3JIT BEPUT B IICUXOJIOTHYECKOE TECTUPOBAHKE Oy/TyIInX
COTpYZIHUKOB. M €ro miaBHbII TECT TAaKOB: €p3aeT JIM YEJIOBEK BO BpeMsi MHTEpBbIO? Eciu Bbl
Modiceme CUJIETh CIIOKOMHO BCE BpeMsi HHTEPBbIO — Bbl Tepoil He ero pomaHa. OH JH00UT SHEPruy-
HBIX JIFOJICH.

Kapsn Cproamnn ycranaBnuBaeT CTaH1apThl aBTOAMIIEPCKOTO OM3HECA yke MHOTO JieT. Ero cep-
BUCHBIN OT/IE€T NEPBBIM cTaj padoTaTh 1o cy000TaM U MEPBBIM CTAJ MIPETOCTABISATH CBOUM KIIH-
€HTaM BPEMEHHBI aBTOMOOWIIb, ITOKAa MX COOCTBEHHBIN HaXoquTcs B peMoHTe. Ceifuac ero mapk
TOJIbKO BpeMeHHbIX «KaaminakoB» coctasnser 150 maiuH (a emie ecTb ¥ BpeMEHHbIE « XEHAal» ).
Ho oH He mouuBaeT Ha J1laBpax: TE€NEpb €ro CEPBUC-LEHTPbI HAHSIIN COTPYAHUKOB, KOTOPbIE CaMU
MOATOHSIOT BPEMEHHBIE MAIIMHBI TIPSMO K JOMaM KJIMEHTOB, a MX MAIIWHBI 3a0UParOT B PEMOHT
WM Ha 00CITyKUBaHUE.

Chroou1 Kynuil yOOpOUHYIO0 MAIIMHY JAJIs YMCTKHM YJIUI[ M JIOpOT BO3JIE CBOUX IIEHTPOB,
MIOTOMY YTO, TI0 €T0 MHEHUIO, MyHHUITUTIAIbHBIC YOOPIIUKHA HE JOBOAST CBOIO paboTy A0 Oiecka
(a mepBoO€ BHeyaTICHUE, KAK OH TOBOPUT, OYEHb BaKHO M CIUIIKOM 4acTo UrHopupyercs). Kpome
TOTO, OH yroBopmi pecropan Celebration oTKpBITh (pHUITHAT B OHOM U3 CBOUX IICHTPOB — YTOOBI
3aHATH T€X KIIMEHTOB, KOTOPBIE XOTST 3a0paTh CBOIO MAIIMHY cpa3y Mocie 00CTy)KUBaHUSL.

Bce 710 3acTaBnser BHUMaTeIbHEE MPUCMOTPETHCSA K BO3SMOKHOCTSIM U Pe3yJbTaTaM Hemnpe-
B30MJIEHHOTO 00CTYKUBaHUS KJIMEHTOB. DTOT MOAXOA MPUMEHUM IIPH NpojiaXxe Kak «XeHaa» u
«IlIeBpone», Tak n «Kagumiako» u «JlekcycoBy. 51 061 nodasmi, xote Kapn sToro u He caenan,
YTO TaKoi moaxon OyaeT paboTaTh OJUHAKOBO XOPOIIO M /ISl HEOOIBIIOTO PECTOPAHYHKA, W JUIS
KPYIHEHIIEro MPOU3BOAUTENS CYIIEPKOMIIBIOTEPOB.

Y 3TOM KHUTH €CTh U ipyrasi CTOpoHa. « CHCTEMBI, a HE YAbIOKW» — [JIACUT Ha3BaHUE OHOM U3
r1aB. ChIOAIUT — THOHEP KOMITBIOTEPU3aLMH B aBTojiene. Ero coTpyHUKH, 3aHIMAIOIIHECs 00CITy-
KHBaHUEM, pabOTArOT OBICTPO UIMEHHO ITOTOMY, UTO HY>KHasl J€Tajlb OKa3bIBACTCS B HYXKHOE BPEMsI
B HY’)KHOM MeCTe — Oyiarojiapsi yHUKaJIbHOM M CIIOKHOM MporpaMme yIpasiieHus ckiaaoMm. TouHo
TaK ke BbIOOp U IoJjaya HyKHOU KJIIMEHTY MAaIlIMHbI U3 TUTAHTCKOW apTUH TPOUCXOIUT MTHOBEHHO
— Onarofaps Jpyroil KOMIbIOTEPHOU cHUCTEME.

Coroamn u3mepsier abcomoTHo Bee (cM. miaBy 18). On u3mepsieT paboTy kaxmoro. bonee
TOTO, OH CTaBUT BCEX, BKIIFOYAsi MOWIIIMKOB MAIlIMH, Ha CACTBHYIO (hopMy oruiatel. [Ipu 3ToM BO3-
HarpaxaeHue it pabOTHUKOB HAXOAUTCS HA 3a00J1a4HOM YPOBHE, U €CTh e1le OOJI bIIIUE BO3MOXK-
HOCTH — HO U TpeOoBaHMs BecbMa BbICOKHU. B aBronieHTpax Cploa/iia HET MECTa MaJOAYIIHbIM U
HEPELIUTENbHBIM.
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Kapn Cproamn gaet npoBOKaIlMOHHBIE COBETHI 0 MOBOJLY JIMJIEPCTBA, 1O MOBOIY CO3JaHUS
BHEIIHEH U BHYTPEeHHEH aTMoc(]ephl, 0 TOM, KaKOi 3TUKH HAJ0 MPHUIEPKUBATHCS U KaK OTMEYaTh
ycnex nomuynHeHHbIX. OH TakKe OTKPBIBAET CEKpET ycrexa: BOPOBCTBO ujeii! MHoro et Hazan
ChI021T 1aJT PE3KHI TOJTYOK Pa3BUTHIO CBOETO OM3HECa 3a CYET MPOTPaMMBbI ITOUCKA HOBBIX pellie-
HUI — HauaB C MOCEIICHUS JYUYIINX aBTOLEHTPOB TOro BpeMeHu. OH Takke MOJCMaTpUBAET UIeU
y Marriott, American Airlines, The Mansion at Turtle Creek, Chuck E. Cheese, Stew Leonard,
Neiman Marcus 1 MHOXKECTBA JPYTUX KOMIIaHUH.

Menst HeMHOTO OecroKouT, yTo Kapi mopoi muimier Tak, 4To CKJIaabpIBaeTCs OIIYIICHUE JIeT-
KOCTH, C KOTOPOI OH BeJIET CBOM Jiena. Ero paccka3bl HACTONBKO KPACOYHBI, YTO YACTO OTBJICKAIOT
OT MYJPBIX U TOHKUX COBETOB, KaCAIOIINXCA HaliMa, OIJIaThl, MOTUBAINH, U3MepeHus 3 (HeKTrB-
HOCTH U JApYyTUX BonpocoB. Onucanue 060eB 1o 250 1oiapoB 3a pyjaoH, KOTOPHIMHU OKJIECHBI Tya-
netsl aBrolieHTpoB Cadillac, MoxkeT 3aTMHUTBH paccka3 O €XKEIHEBHBIX COBEIIAHMSX IO KaueCTBY,
0 CXeMax MOMCKa MPUYHH MOBTOPSIIOIIUXCS podsieM U 00 ycepaHoM o0yueHun Cproaa y sSmoH-
CKHMX MacTEpOB KOHTPOJISI KadecTBa (OH MEPBLIM MPUMEHWI UX HJICH U3 00JIaCTH MPOU3BOACTBA B
CEKTOpE YCIYT).

['oBOps KOpOUE, ATa KHUTA HACTOJBKO JKE CEpbe3Ha U pacCylAuTeIbHa, HACKOJIBKO OHA yBIIe-
KaTebHa M Becesia. Y Hee MPOCTOM sI3bIK, HO IMIaBHAS MBICIL BOBCE HE MPOCTA.

Jpyras npobiema: MHOTHE YMTATEIX MOTYT MOJAyMaTh, YTO 3Ta KHUTA MOCBSIIEHA TOIBKO
Toprosie aBromoomiamMu. K yectu Cproamia, OH He UCTONb3YeT CBOKO TPUOYHY YCHEIIHOro Ou3-
HECMeHa JIJIs MPOTIOBeie 0 mpodiieMax rocyapCTBEHHOTO J0ra, Kpusuce B cpepe oOpa3oBaHus
i naxe o Cola-BoitHax. OH npuaepKUBaeTCs TOrO, YTO OH 3HaeT. U g He Mory npeAcTaBUTh cede
Ou3Hec, WM OM3HECMEHa, M PYKOBOAMUTENS TOCY/IapCTBEHHOT'O OpraHa, KOTOPhIe He CMOTIIN Obl
U3BJICUb JIJIs1 ce0sl BBITOAY M3 ATOW KHUTHU. Sl TUIaHUPYIO OAApUThH €€ CBOouM Jpy3bsiM B Hewlett-
Packard u Apple, po3HHYHBIM TOProBIIaM, OAHKHPAM U JJaXKe HECKOJIBKHM CBSIIICHHUKAM.

B 3710i1 KHUTE CKpBITA MOIHOIIEHHAS TEOPHSI YIIPABICHUS U 00CTYKUBAHUS KJIUEHTOB. S xouy
MOJTOJNKHYTh BaC K TOMY, YTOOBI Bbl YIIIYOHJIUCh B YTCHHE, YJIBIOHYIUCH, 00 JyMaIl — U HaYallu
IENCTBOBATh.
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Touka oTcueTa

Mpo6nemMbl U BO3MOXHOCTU XOPOLLEro cepeuca

Xoms u 6e3 cnoe nousimuo, umo ece smo 011 Ilezeu, Kaxaun u Kapna,
omo nocesueno marce Ipuxy Honccony, Cmennu Mapxycy, 5oy Mypy,
LDicony Coroanny u moemy omyy. A makxce Lllennon Paxenv Ilex bpayn —
menepw ee ouepeos.

C Tex nop kak Ilon u s Hauanu padoTark Haj NEPBBIM U3AAHUEM ITOM KHUTHU, MHOTOE U3Me-
Huwiock. Hanpumep, ceifuac OOJIBIIMHCTBO KOMIAHUN MOHSUIM HEOOXOAMMOCTh IPEJOCTABIICHUS
XOPOILIETO CEpPBUCA — UX KIIMEHTBI HE OCTAaBUJIM UM JIpYroro BeIOOpa.

Knuents! ceiiuac 6oee 00pa3oBaHHBI, MHOTO ITyTEHIECTBYIOT U BUASAT OOJbIIE, YEM KOT/Ia-
6o npesxae. Kak pesynasrar —y HEX O0ublie mpuMepoB Uit cpaBHeHHs. OHU 3HAIOT BKYC HACTOSI-
el ppaniry3ckoit Kyxau. OHH 3HAIOT, KaK BRINISIIUT paboTa HTANBSHCKOTO TOpTHOTO. OHM 3HAIOT,
9YeM JI0JDKeH OBbITh HAYMHEH aBTOMOOMIIb, YTOOBI OH OIPAB/BIBAI CBOIO LICHY.

To >xe camoe MOXKHO cKa3arh 0 cepBuce. CeroAHsIIHNE KIMEHThl UMEIOT OIBIT KaueCTBEH-
HOTO 00CTyKUBaHUS, U OHO UM HpaBuUTCs. OHU yKe IPUBBIKIM K HeMy. bosee Toro, onu ero Tpe-
oytor!

Ternepsb Bbl y’Ke HE MOXKETE CKa3aTh KIMEHTY: « BoiOupaiite Mex 1y HU3KUMH LIEHaMH U XOpO-
MM 00ciy)KuBaHuem». Eciii Bbl 00 3TOM 3aMKHETECh, BaM OTBETAT: «XOTUM M TOTO U JPYroro!»

Heo0xonumocTh pejocTaBIeHus XOPOILIEro 00CIIy>)KUBaHUS CTAaBUT MEPE HaMH LEJIbIH psit
npo0ieM, HO BMECTE C TeM CO3/1aeT M OOJbIIe BO3MOXKHOCTEH. J[aBaiiTe MOrOBOPHM M O TOM H O
JIPYTOM.

Bo-nepBbix, mpoOieMsl.

MpbI CKJI0HHBI 00€elaTh CIUIIKOM MHOTO. JKenas pe1ocTaBuTh Xopolee 00CIy)KUBaHUE,
MBI 3a4aCTyI0 00eliaeM yTo-HuOy/Ib HepeallbHOe. A TTOTOM, KOT/la y Hac HE MOJy4aeTcs 3aJyMaH-
HOE, HaIllM KJIMEHThI Pa304apOBBIBAIOTCS — 110 IIPABY.

OT0 Ha1ia coOCTBEHHAasi BUHA. M bl MOIHAIN UX OKUJaHUSI CIMILKOM BBICOKO M HE CIIEpKalu
CBOETO CJIOBA, TAK YTO HEUETO YAUBIISITHCS HEJIOBOJILCTBY MOKymnarened. COBEpPIIEHHO HE BaXHO,
YTO Hallll HAaMEPeHUs ObLIIM UCKpEHHUMU. DaKT TOT, 4TO MBI 3TOTO HE CAEIAIH.

MBI JO7KHBI yCTaHOBUTDH BBICOKHE, HO PEATUCTUUHBIE 0XKUAAHUS TOTO, KAKOH YPOBEHb CEp-
BHCA Mbl MOXKEM NPEAOCTaBUTh. [I0TOM MBI TOJIKHBI CAENaTh BCE, YTO OOEIaau, U, BO3SMOXKHO,
naxe uyTh Oonbie. ([71aBa 4 0OBACHSET, KaK MBI 3TO MOXEM CJIeaTh, a riaBa 13 moka3biBaeT —
MOYET OBITh, HEOXKHIAHHO, — YTO KIIMEHT HE BCET/Ia TIPaB. )

Bbl He cMOkeTe OrPAHUYMTBLCH YACTHYHBIMH yayumeHusimu. Emnie B 1980-x rogax pos-
HUYHBIE MPOJABLbI HAUYaJIu IOHUMAaTh, YTO HAUXY/LIEe MECTO HAXOAUTCA B cepennHe. Ecnu Bamn
LIEHBI «CPEHUE», HAUJETCS KTO-TO, KTO MPEAJIOKUT LEeHbl HIbKe. Ecnu Baiiy ToBapbl HEIIOXHE,
Hall1eTcs KTO-TO, KTO MPEAJIOKHUT MIPEBOCXOIHOE Ka4eCcTBO. TeX, KTO IepKajcs CEpeIuHbl, BbITEC-
HWIU C pbIiHKA. (BCoMHNTE CeTH yHUBEPMAaroB, KOTOPBIX OOJIbINIE HET.)

To »xe camoe npoucxoaut ceivyac u ¢ cepBucoM. OOCIyKUBAaHUE YPOBHS «COMIET U TaK»
He mpuHeceT ycrexa. Tenepp Marazunsl Tuna Wal-Mart 1 Home Depot nmpegocTaBisioT BRICOKAN
YpOBEHb 00CITYKUBaHUS, 1 KOMIIAHUH, IPOJAIOIIHE JIFOKCOBBIE TOBAPhl, KOHEYHO, HE C/IEJIAIM CBOU
CTaH/IapThl MEHEE CTPOTUMU.

Korzaa neno moxoauT 10 nmpenocTaBieHus yCIyT, y Hac HeT BbIOOpa. MbI 1OIKHBI THOO yiTyd-
11ath 00CIyKMBaHKE, JTM0O0 3aKPbIBATh JIABOUKY.

Tenepb NOroBOpHUM 0 HOBBIX BO3MOXHOCTSIX.
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«Ka4vecTB0» BpemeHnu. [ oBopuiin, uto Bpems B 90-X rogax cTaHET BaJIOTOM. ITO 0Ka3ajaoCh
npasaoii. KiimeHThI He TONBKO %Ay T OoJiee KaueCTBEHHBIX MTPOAYKTOB U YCIIYT, HO M XOTST MOIy4aTh
ux OpICTpee U MpOoIIIE.

YtoObI ycrieTh BCE: paCTUTh JAETeH, TOO0UTh, paboTaTh, 3aHUMATHCSI CIIOPTOM, OTIBIXATh, —
HaM HYXHO Oosbiiie Bpemenu. [Iporserars Oy1yT TOIBKO T€, KTO paboTaeT ObICTpee U JIydlle.

BaxHocTb :KeJJaHWA. MBI TOHSUIIN, YTO Y HAC €CTh TOJIBKO OIUH CIIOCO0 OTIINYAThCS OT JIPY-
TUX, U OH 3aKJIIOYEH B HalMX paboTHUKaX. Beab Bce PUPMBbI UMEIOT JOCTYH K OJHUM U TE€M K€
MCTOYHMKAM KanuTana. MHHOBaluu MOTYT OBITH CKOMMPOBAHBI Ha cienytoniee yTpo. JItoobie Hyx-
HbIE TEXHOJIOT'MH BHEJIPSIOTCS IO MAHOBEHUIO PYKH. Tak YTO KOHKYPEHTHOE MTPEUMYIIIECTBO MOTYT
CO3/1aTh TOJIKO HAIIY JIFOAM U CEPBUC, KOTOPHII OHU MPEIOCTABISIOT.

Ho Haem XOpommMx M YMHBIX COTPYAHHUKOB — 3TO €€ HE BCE. DTO BaKHO, U 3TOMY JaXKe
MOCBSIIIEHA 3HaUUTEeIbHAs! YacTh Haiel kuuru (pasznen III), Ho aToro yxe He0CTaTOYHO.

[TpoBons MHTEPBBIO C KaHIUAATAMHU, MbI JOJKHBI MCKaTh <GKENAromux» jrofei. OHu Ha
camoM Jiesie drcenarom padbotars y Hac? U, 4To ellle BakHEe, OHU Ha caMOM JIelie Jcenarom 3a00-
TUTBCS O HAIIMX KIMEHTax?

Ecnu 310 Tak, TOo Hall OM3HEC CTAHET HE TOJIBKO 0ojiee MPUOBUTHLHBIM (CM. TJ1aBbl 34 1 36) —
OH CTaHET IMpOoIIe ¥ MPUHECET HaM 0OJIbIIe YI0BOILCTBH. UTO MOXKET OBITh IpUATHEE, YeM paboTa
C YMHBIMH JIFOJIbMH, pa3aeNsiioluMu Bamu B3nsiabl? Koraa s coduparochk Ha paboty B cybOoTHEe
yTPO, MOSL KEeHa Bcerna apa3sHuT MeHs: « Tbl uaems He padorars. Thl uaenb pa3Biekarscsy». OHa
npaBa. Sl JeCTBUTENHHO HACTAXKIAIOCh PA0OTOM ¢ TAKUMHU 3aMeYaTeIbHBIMU KOJJIETaMH.

Kaxk mbI Mo:keM cTaTh jgy4ine. Kak co3nats Takoro pona okpyxeHue? XoTs s caM YUHIICS B
HOxHOM METOMMCTCKOM YHUBEPCHUTETE, 51 XOTeN Obl MOXBAJIUTh MapHel u3 YHuBepcurera Texaca.

Okxkoro 25 et Ha3aJ OHU MPOBENU HUCCIEAOBAHUE, YTOOBI BEISICHUTD, UTO CAETIANI0 CTO CaMbIX
YCHEUIHBIX JIOeH UX IITaTa TaKUMH ycremrHbIMUA. W ObLTH yAMBIEHBI TEM, KaK Majlo OOIIEero
Mex 1y HUMUA. OTHU ObUTHA XOPOIIMMU CTYAEHTaMH B OTJIMYHBIX By3aX — TOTJa Kak JIpyrue ¢ 00Jb-
IIMM TPYAOM MOJYUYMIIH BeIciiee oOpa3zoBaHue. ToNbko HEOOMbIAs YacTh MpOUCXoAuia u3 oora-
ThIX ceMeil. DakTudecku oOIIMM OBLIIO TOJIBKO OHO: BCE OHU MPOBEIN MHOTO BPEMEHH C YCIIell-
HBIMHU JTIOIbMU. JIpyTrUMH CTIOBaMH, OHU HAYYHIIUCH OBITh YCIEIIHBIMHU.

Mpbl HE MOXXeM TO3BONUTH ce0e MPEKPATUTh YUUTHCS. 3HAHMS YEIIOBEUECTBA MOCTOSIHHO
YMHOXKAIOTCSI, U €CIIK MBI HE HJIEM B HOTY CO BPEMEHEM, TO HE CMOKEM OCTaBaThCsl KOHKYPEHTO-
crocoOHbIMU. JIMIIE TPOAOIKasl CBOE 00pa30BaHKEe, Mbl MOKEM YIYUIIUTh HAIy Kapbepy, HaIly
CIIOCOOHOCTH MBICITUTH U Halle Omaromonydre. Ham mo3r moxox Ha Myckynsl. EMy TpeGyrorcs
yIpaXHEHHUS.

Urak, uto e B cyxom octarke? Haiinure paboty, koTopasi BaM HPaBUTCS, KOTOPYIO BbI BOC-
NPUHUMAETE KaK UTPY U TJIe €CTh BO3MOXKHOCTh PACTU U YUUTHCS y BENUKHX yuuTenel. [lotom
yOeauTech, 4ToO Bl 3a00TUTECH O T€X, KTO pabOTaeT BMECTE C BaMU, U O BAIlIUX KIIUEHTaX.
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Hdecatb 3anoBenen o6CcnyXnBaHUA KNMEHTOB

1. BACTABJIIUTE X BO3BPAILIATHCS. CrpaimmBaiiTe KIHEHTOB O TOM, 4ero OHH
XOTSIT, U 1aBaiiTe UM 3TO CHOBA U CHOBA.

2. CUCTEMBI, A HE VJIBIBKU.

To, 4TO BBl TOBOPUTE «IOXKATYIHCTa» U «criacu00», BOBCE HE TapaHTHPYET TOTO, YTO BHI Jela-
eTe paboTy MPaBUIIBHO C MEPBOTO pa3a. TOIBKO CUCTEMHBIH MOIXO0JT MOXKET rapaHTUPOBATh 3TO.

3. OBEMAﬁTE MEHBIIIE, I[EHAI?'ITE BOJIBIIE. KineHThI )KIOyT, 4TO BbI CAEPKUTE CBOE
cnoBo. [IpeB3oiianTe nx oxKugaAHUS.

4. KOTIA KIIMEHT O UEM-TO ITPOCUT, BAILLI OTBET BCEI'TA — «1A».

Touxka.

5. YBOJIBTE BAIIIMX KOHTPOJIEPOB 1 BEChH JIELTAPTAMEHT OTHOILIEHU C
KIIMEHTAMU.

Kaxxapiit paboTHHK, 0OMIAOLIUIICS C KIMEHTaMHU, JOJDKEH UMETh TOJTHOMOYUS i pazbopa
Kaj00 W pemeHust mpooseM.

6. HET XKAJIOB? YTO-TO HE TAK...

[ToompsiiTe KJIMEHTOB TOBOPUTH BaM O TOM, YTO BBI JIelaeTe HEMPABUIBHO.

7. UBMEPSIMTE BCE.

@yTO0IBHBIE KOMAHBI 3TO JIeJat0T. Bbl TOXkE JOMHKHBI MOCTYNAaTh Tak.

8. BAPIIVTATBI HECITPABEJIJIMBBI. [naturte moasiM Kak mapTHEpam.

9. BAIIIA MAMA BbIJIA TTPABA. JlemoHCTpUpYiiTE YBaK€HHUE K JIOIAM. ByibTe BEKIUBBI.
D10 paboTaer.

10. «ITIOHU3UPYUTECD».

VY3Haiite, KaKk AeMCTBYIOT nyumire. Buenpure y cedst ux cucremy. [lotom ynyummTe ee.

Ipenynpexaenue. Dmu decsimv npasuil He CMOSAM HU 2pOuid... KPOME
TEX CIy4aeB, KOT/Ia BbI MOy4YaeTe MpruObUTb. Bl MOKHBI 3apabaThIBaTh ACHBIH,
YTOOBI OCTABAThCS B OM3HECE U MPEAOCTABISITH XOPOIIIee 00CITyKUBAaHHUE.
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Touka oTcyeTa: Bbl XOTUTE ObITb NepBbIM?

SAnoHuel — npeBocxoaHbIe x03sieBa. Koraa s 6601 B TokMo Ha aBTOIIOY, BCE, C KEM 51 BCTpe-
yajics, ObUIM HACTOJIBKO JIFOOE3HBI M TOCTEMPUHUMHBI, YTO MHE OBLIO TPYIHO COBMECTHTH TaKYIO
BEXJIMBOCTH SITIOHIIEB C UX arpeCCUBHOCTHIO B OM3HECe.

S HaKOHeI1 MTOHSIT, B YeM JIeJI0, TOJIBKO Ha cTeH ie Toyota, Korja ycibiiian 00bsICHEHUS MOJIO-
JIOTO SIMOHCKOTO MH)KEHEpa O TOM, YTO MX IIeJIb COCTOUT B TOM, YTOOBI ObITh «HMUMOaH», TO €CTh
«HOMEPOM TIEPBBIMY, CAMBIM OOJIBIINM, CAMBIM JTYYIIIHM.

A cablan oty ¢pasy HEOIHOKPATHO, BE3/E, T/I€ MHE J0BEIOCh MOOBIBATh. «ITO KPyIMHEH-
muii 6aHK Mupa», «ITo KpyrHeias Opokepckas pupma». Y koHeuHO, MBI IPUCYTCTBOBAJIM Ha
KpYITHEHIIIEM aBTOIIOY B MUpE.

[Tockonbky s u3 Jlannaca, s cuuTai, 4YT0 MMEHHO Te€XacllaM MPHHAJJICKUT SKCKITIO3UBHOE
paBo OBITH CaMbIMU OONBIIUMH M caMbIMH JTyuyminMu. Ho 310 yke He Tak. Ham mpuaercs kax
MUHUMYM TOJICJIUTHCS 3TUM MPaBoM. SIMOHCKOE cTpemiieHne ObITh MEePBBIM HOMEPOM (KOTOpOe,
Ka)XeTCsl, HAIPaBJIseT BCE, YTO OHU JENAIOT) MO3BOJIUIIO UM OTHSTH Y HAC 3HAYUTENbHYIO YacTh
storo Tutyna. « lunban» — 370 pernaromuii (pakTop ux ycrexa.

U namero ycrexa Toxe.

Camas BaykHasl BeIl[b, KOTOPYIO MBI CZEJIajIH 33 BCE BpEeMs CyIIeCTBOBAaHUS HAIIIUX MSTH aBTO-
HEHTPOB, — 3TO PELIEHUE ObITh JIyUIIUMHU. 33JI0JTO A0 TOTO, KaK 5 BCTPETHIICS C MOUMHU HOBBIMU
Ipy3bAMHU U3 SIMOHUY, KOHIENIHs «uurOaHay Oblja BasKHA JJI MEHSI.

A npucoenunuics k Sewell Village Cadillac B 1967 roay, nocnie Bo3Bparienus u3z apmun. B
To Bpems B Jlamnace 6b110 Tosbko Tpu auiepa Cadillac, u Mb1 ObLTH Ha TpeTheM (TO €CTh MOCTe/-
HEM) MecTe IO MpoAakaM. ITO MeHs KpaitHe Oecrokomo. S xoren ObITb HOMEPOM MEPBBIM.

S Torma STOrO emie HE MOHHMMAJ, HO 3TO pElIeHHE OBLJIO MOBOPOTHHIM MOMEHTOM ISt
Hamiel komnanuu. [Ipexxae yem naxe HauaTh JyMaTh 00 yIy4II€HUU OOCITY>KMBAaHUS KIUEHTOB,
BbI JIOJIKHBI OTIPEIETTUTH, HACKOJIBKO XOPOIIUM BbI XOTUTE ObITh. MBI cOOpaiuch ObITH MEPBBIMHU.

DT0 pelieHre B KOHIIE KOHIIOB CIETIaNo KU3Hb MPOIIE, BECENIEe U ONpeIeJICHHO Ooraye.

[Tporie moTomMy, YTO OHO MPEKPATUIIO MacCy CropoB. Tenepb Bce AMCKYCCUU OCTaHABIMBA-
IOTCSl Ha OJTHOM BOIIPOCE: €CJIM MBI 3TO cJieiaeM, Mbl cTaneM Jyuiie? Ecnu na (u ecnu ecTh pa3yMm-
HBII CIIOCOO BBIMOIHUTH 3TO), TO MBI 3TO CIEIAEM.

Becenee moromy, 4To HaMHOTO MpHATHEE PadbOTaTh C JIOABMH, CTPEMSIIUMHUCA K TEM K€
cambIM 1efsiM. Te, KTo He BEpUT B TO, YTO MBI JIOJDKHBI OBITH JYYIIMMHU, Y HAC HAJOJITO HE 3aJep-
KUBAIOTCSI.

U Goraue noTomy, 4TO TeNeph KIMEHTaM HPABUTCSI TO, KaK UX 0OCITYKHBAIOT, U OHH o0Opariia-
IOTCSl K HAaM TIOBTOPHO. BMecTO MOKynKu y HaC OAHON MalIMHBI U OECCIIEAHOT0 MCUE3HOBEHHUS KIIH-
€HT BO3BpalllaeTCs BCET/la, KOorja eMy Hy»KHa HOBas MalllnHa. B TeueHne cBoei )KU3HU OH 3aIlIaTUT
HaM oueHb MHOTO — 332 000 goutapoB, €ciau ObITh TOYHBIM.

Yepes HEKOTOpOE BpeMsi 3TOT CIOCOO BeJAeHHs] OM3HECa CTAHOBHUTCS CaMOIIOAIEPKUBAIO-
HIMCSL.

— Ecnu BBI Xx0po1io oOpaiaerech ¢ KIUEHTaMH, OHM OyIyT K BaM BO3BpAILlaThCs, IOTOMY
YTO Bbl UM HPABHUTECH.

— Ecnu BBl UM HPaBUTECh, OHH MOTPATAT OOJBIIE ICHET.

— Ecnu onu TparsaT Gonbllie JEHET, BBl 3aX0TUTE oOpamiarbes ¢ HuMu nonyuie. (Kak e
YTOJUTH YEI0BEKY, KOTOPbIN coOupaercs 3amiaruth Bam 332 000 nomnapos!)

— Ecnu BBI 0OpataeTech ¢ HUMU XOPOIIO, OHU OyIyT BO3BpaIlaThcs K BaM. Kpyr 3aMKHyIcs.

YenoBeKkoM, KOTOPBII OMOT MHE PacCUUTaTh HACMOAW)0 CTOUMOCTh KIueHTa, Obi1 Tom
[Tutepc. OH Bce BpeMsi HacTauBall Ha TOM, YTOOBI Mbl MPUICPKUBAIHUCH HAIIETO Kypca U ObLIN
OmKe K KIIMEHTaM.
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Ho y MeHs y1uio J0BOJIbHO MHOTO BpEMEHU Ha TO, YTOOBI MOHSATH, KaK 3TO C/IeTaTh Ha Mpak-
Tuke. Bee, uTo 51 3HaNM BHavyase, — 3TO TO, YTO MBI JIOJDKHBI CTaTh JIyYIIUM aBTOLIEHTpoM B Jlamnace.
W st aTOTO, KaK s CKOPO MOHSI, MBI JIOJIKHBI ObLTH HAWTH crioco0 auddepeHunponars ceds ot
KOHKYPEHTOB.

CHauana s gymai, 4To Mbl MOXKEM OBITh JICLIEBJIE BCEX, HO HA CAMOM JIeJIE 3TO COBCEM HE
TO, Yero X0ueT OONBIIMHCTBO Jtofiel. KoHeuHo, KaXkK/Iplii XOUeT 3aKII0UYUTh BBITOJHYIO CIIENKY, HO
[IEHa OYEHb PEJIKO SBISIETCS] €IMHCTBEHHBIM KpHuTepueM. [lociie mocemnieHus: pectopana Bbl BpsiI
JIM TOYHO TTOMHHTE, CKOJIBKO CTOMJIM OJF0/1a, HO BBl IOMHUTE, MOHPABUIUCH OHU BaM WJIU HET.

Kpome Toro, Henb3s KOHKYpUpPOBaTh TOJIBKO MO IieHe. He3aBUCMMO OT TOTrO, CKOJIBKO MBI
3aMpoCcHuM, KTO-TO OoJiee yMHBIN (HameAmui crnocod 0pITh 60see 3¢ (HEeKTUBHBIM) WiIH OoJiee IITy-
bl (TIPOCTO HE 3HAIOLIUI CBOMX 3aTpaT) 3allPOCUT Ha J0JIJIap MEHBIIIE.

Wrak, nena He Obuta perieHueM. Torna s MONbITaiICsS MOCMOTPETh HA Hally KOMIIAHHIO C
TOYKH 3pEHHUS KIUEHTOB. W MOHSII, 4TO OONBIIMHCTBO JIIOCH BOOOIIE HE JTFOOUITU UMETh JIENO0 C
npojaaBiaMu aBroMmoouielt. OHM 0KH1aJTi TIOCEILEHUS aBTOLIEHTPA C TAKKM K€ YYBCTBOM, C KAKUM
coOupauch K CTOMATOJIOTY.

51 3HaN 5TO UHTYUTUBHO, HO HE 3HAJL, IOYEMY TaK MPOUCXOAUT. Tora Mbl CTaIM CIpalIuBaTh
KJIMEHTOB, 110 KaKMM IPUYUHAM OHH He JIFOOAT UMETh C HAMH JIETI0, M OHU BBICKA3aJli CBOE€ MHEHUE
— MHOT/a HE CMATYast BHIPAKEHUI.

Onu roBopud, 4To BpeMs paboTsl (00bIYHO ¢ 8 10 15 yacoB ¢ MOHEAENbHUKA 110 MSATHHILY)
JUIst HUX Hey/10OHO. OHM CYMTAIIH, YTO HEKOTOPBIE HAIIM pa0OTHUKHU rPpyObl, OHU HEHABUAEIHU OCTa-
BaThCs 0€3 MAIIMHBI Ha TO BpeMsl, ITOKa OHa Obliia Ha 00CIy>KUBAaHUU; U OOJIbIIIE BCETO UM HE Hpa-
BUJIOCH BO3BPAIIATHCS 10 HECKOJBKY pa3 JUIsl TOr0, YTOOBI PEMOHT ObLJI HAKOHEI[-TO BBIMOJIHEH
npaBUIbHO. HEKOTOpBIe OTMETHIIN J1aXkKe, UTO MO y HAC YUCT HE HACTOJIBKO, HACKOJIBKO CIIEI0BAIIO
Obl, a MeOelb BBINNIAIUT U3HOLIEHHOW 1 HE OYeHb yA00Ha.

VY Hux He ObUIO KOHKPETHBIX PEKOMEHJALW MO YIyYIIEHUIO, HO BOT MPO TO, YTO UM He
HpABU10Cb, OHU TOBOPWIIH BIOJHE omnpeneaeHHO. OHU TOBOPUIIM O TOM, YTO JUIsl HUX BaXKHO, — U
TEM CaMbIM JaBalld ONpeeNIiCHUE BBIIAIOIIEMYCSsl KaueCTBY CepBHUCA.

Kak TonbpKo MBI MOHSIIH, Y€ro XOTAT HAIIM KIHEHTHI, Mbl PEIIWIHN AaTh UM 3TO — BE/lb €CIIU
UM TOHPABUTCS UMETh C HAMHU JIeJI0, OHU MIEPECTaHyT Ha HAC OCKAIMBATHCS U, BOBMOXKHO, OyIyT
NPUXOAUTH K HaM yaiie. Mbl Haualnu ¢ MpeAoCTaBiIeHHs UM OeCIIaTHOM BPEMEHHOW MaIluHbI,
MOKa UX aBTOMOOWIJIb HaXoAHUTcs Ha oOcmyxuBaHuu. CriepBa y Hac ObUIO 5 TaKMX MallvH, HO CO
BPEMEHEM Halll IapK BbIpOC A0 257.

Hammm knmeHThl Takke TOBOPUIIH, YTO HE MMOHMMAIOT, TIoYeMy Mbl He paboTaem mo cy00o0-
TaM, — BeJlb JIPyT'He Mara3uHbl B 3TO BpeMs OTKPBITHL. B Hauane 1970-x HU o1MH aBTOMOOUIIBHBIN
JIIep B HAIIeM IITaTe He paboTan B cyO0O0Ty MONHBIN AeHb. MBI monpoOoBaiu caenarh 310, U B
NEPBBIN JK€ YUK-9H]] IBAJIaTh MATh YelIOBeK mobiarogapuiu Hac. M, 94ToObl cnenarh uxX *KU3Hb
ellle Mpoiie, Mbl YBEJIHMUMIIN Haile pabodee BpeMsi — Ternepb Mbl OTKpbiBaeMcs B 7.30 u 3aKpbiBa-
emcs B 20.00.

Ho Hexotopble Bemu caenats ObLio HaMHOTO TpyaHee. Kak rapantupoBaTh, 4To paboTa
OyZeT BcerJa BhINoTHEHa MpaBmiIbHO? Kak cokpaTuth BpeMsi, KOTOPOE KITMEHTHI BBIHYKIEHBI TPa-
TUTH B aBTOLIeHTpe? Kak HCKITIOUUTH BCe BO3MOXKHBIE TPOOIEMBI, C KOTOPHIMH OHU MOTYT CTOJIK-
HYTbCS, UMES IeTI0 C HaMU?

Hawm Hano Ob110 pa3zpabotars 4eTKYIO CUCTEMY — HO Kak? Sl TbITajcs MoYepnHyTh CBEICHUS
U3 BCEX JOCTYMHBIX HCTOUHUKOB — KHUTH, KYPHAJIbI, KOHCYJIBTAHTBI, — HO HUYTO HE JaJI0 TaKOTO
a¢dekTa, Kak MOCEeHIeHNe yCIeIHbIX KoMIaHui. Mbl 001IanKCh ¢ JTIOIbMU U3 aBTOMOOMIHHON
UHAYCTpHH, a ele Ooibiie noacmorpenu B orensx (Marriott u The Mansion on Turtle Creek),
pectopanax (McDonald's u Lutece), aBuakommanusx (American u Southwest). M1 xoTenu 3HaTh,
KaK y HUX TOJTy4aeTcs MPeA0CTaBIATh MPOIYKTHI M YCIYTH HEU3MEHHO BBICOKOTO KaueCTBa.
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Mpbl Hauanu ¢ HalIMX KOJJIer — nmpoaaBIOB aBTOMOOMIEeH. MBI ITO3BOHMIM HECKOJIBKHUM
JCCATKaM J'IIOI[Gﬁ B Halleu HHAYCTPUHU U CHIPOCUJIK HUX, KTO IIPOAACT aBTOMOOMIIH Jy4dHaIc BCECX.
IToceTun BCAYIIHWEC aBTOUCHTPHI U ITOT'OBOPUB C JIFOAbMH, KOTOPBLIC TaM pa60TaJm, MBI ITIOHAJIH, KaK
BCAYT Ac€Jia JIYUHIUC B CTPpaHC JUJICPHI. M&I 3agaBanu BOITPOCHI, Q)OTOFpa(prOBaJII/I " KOITMPOBAJIN
BCC 4YTO MOITIA.

Mp&bI mo3auMcTBOBAINU Maccy H,I[eﬁ. M1 aalITUpoOBajid UX U B HCKOTOPBIX CIIyUadX HaKe
YIy4dlInJiv, HO CaMbIC YAAYHBIC MBICJIA IIPUILINA OT J'IIOI[GfI, C KOTOPBIMH MbI BCTPCUAJIUCH, U OT
Hpe,[[HpPIHTHfI, KOTOPBIC MBI ITOCCTUJIN. OTH HUJCH CTaJIK U1 HAaC IMMyTCBOAUTCIICM.

HaKOHeLI, pa3pa60TaB BCC HYXXHBIC HAM CUCTEMBbI, Mbl CMOIJIM HAYaTh MIPOrpaMmy MOCTOSH-
HOM IMPOBCPKU TOI'O, KaK pa3BUBACTCS HAIIl 6I/I3H6C, M TOI0, HACKOJIBKO MBI HpI/I6J'II/I)KaeMC$I K Hamein
R(SA) 0% OBITE JIyHYInuMH, — IOCTOAHHO CIIpalinBas KIMCHTOB O TOM, Y€TO OHU XOTAT, U 1aBasd UM 3TO.

Bceato 663YMHO TPYAHO. Ha BCTPCHUH YXOAUT BPEMA, U CILIC 0OJIBIIIE ETO YXOOUT Ha TO, YTOOBI
34CTaBUTb YYKHUC UIACU pa60TaTb Ha HacC. HO, pa3 yK MbI IIOCTABUJIHN cebe OCJIBIO OBITE IICPBBIMHU,
HY>XXHO UATH BIICPCH.

A X041y IIOKa3aTb BaM, KaK MbI YIIPABJIsSIEM CBOUM 6I/I3H6COM, H HaACKOCh, YTO 3TO BaM IIOMO-
KCT, — pa60TaeTe JIA BBI B OOJIBIIION KOMITAHUH WJIH TOJILKO HAYMHAETE HOBOE neno. B xoH1ie KoH-
OOB, €CJIM HAIll IOAXO0d K O6CJ'Iy>KI/IBaHI/IIO KIIMCHTOB CACJIAJI IIPUATHBIM [dKC€ TAKOC €10, KaK IIPO-
Jaxxa aBTOM06PIJ'IeI>i, TO BO3MOKHO BC€C.

16



K. Cobtoann, . BpayH. «KnueHTbl Ha BCIO XN3Hb»

l. CnpocuTte KNnMeHToB O TOM,
yero OHU XOTAT, U AanTe UM 3TO

maBa 1. KnmeHTbl caMu NOACKaXyT Bawm,
KakK obecrneuymBaTb XOpoOLIUNA cepBUC

MpbI He len1aeM HUKAaKUuX TPEANOI0KEHUH.

Hanpumep, y Hac HET yCTaHOBJICHHBIX ITPABUJI O TOM, YTO KJIIMEHTA HAJ0 IMONPUBETCTBOBATh
B TEUCHHE TPUAIIATH CEKYH/I I YTO TeICPOHHYIO TPYOKY HAJIO OJHATH HE TTOKE YEM Ha BTOPOM
3BoHKE. [10100HbIE TpaBMIIa CO3AI0TCS JIFOIBMH, TIPEIITOJIATAIOIIUMHU, YTO OHU 3HAIOT, YETO XOTST
npyrue. Mbl He mpeanoiaraeM Hu4Yero. Mel nbITaeMcs y3HaTh BCE y CaMUX KIMEHTOB. Eciu Bbl
JIaJIATE€ UM BO3MOXHOCTh IOTOBOPUTH M Y BaC XBATUT BOJIM UX BBICIYIIaTh, OHU CAMH PACCKAKYT,
Yer0 OHHM XOTHT.

B namem 6usHece (kak v B OOJBITUHCTBE JAPYTUX) OOMECTPUHSTON SBISICTCS MBICITb O TOM,
YTO KJIMEHTHl HEHABUAT, KOTAA MPOAABIIbI X aTaKylOT HEMEJIEHHO, €/IBA OHU BXOIST B JIBEPD.
Hamm koHCynbTaHThl TOBOPWIIM, UTO CIEAYET MO3BOJIMTH KIIMEHTAM IOTYJISATh 10 TOPrOBOMY 3ally
MHUHYT IATh «JUJIs aKKJIIMMATU3ALAN, TPEAKE YEM K HUM MOAOUAET KTO-TO U3 NepcoHaa. S 3Haro
HECKOJIBKO aBTOIICHTPOB, TJIE€ 3TO MPABUJIO YCTAHOBJIEHO U CTPOTO COOJIOACTCSI.

Ho 3a Bce Mou ro/1bl B aBTOMOOWIIBHOM OM3HECE sl HU pa3y HE CIBIIIAN HA OJHOHN KaI0O0bI
Ha TO, YTO HAIIIK MPOJABIIbI OBLIN arpeccuBHbl. HarpoTus, st MOTYYWII CIIMIIIKOM MHOTO ITHCEM OT
JFONIEH, KOTOPBIE CUUTAIIH, YTO MBI OBUTH HEJ0CTATOYHO BHUMATEIIHHBI.

OTtcrona BBIBO/I: HET CMBICHA CIYIIATh, YTO TOBOPAT KOHCYJABTAHThI MIIM KTO-TO €IIE O TOM,
KaK BaM CJIEIyET IIPUBETCTBOBATH MOCETUTENEH. EMMHCTBEHHOE, YTO BaXHO, — 3TO TO, YETO XOTAT
caMM KJIMeHTbl. IX 1 HaJl0 cripanimBark.

Bot Ham meTo1 y3HaTh, YETo KENaeT KIUEHT.

Bo-nepBbix, KOrga OH NOAXOAUT K OKHY KacChl, €ro NpOCSIT OTBETUTh HA TPU BONPOCA TAKON
AHKETHI:
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Mbl XOTEJTA BBl Y3HATb...

1. Bul 3annatunu
a) MeHblle 6) Gonklue B) CTOMBHO, CHOJILHO OMKAANKT?
(MoxanyfcTa, 0688 HTE OAHH H3 BAMAHTOR)

2. Bbin v Baw aBTOMOBKNL roTOB B 06elaHHoe Bpema?

JIE Het
3. BbIN M 3TO NOBTOPHEIA PEMOHT OJHON W TOM e HEMCNPaBHOCTU?
Ja Her
EO/IbLUOE CNACHEBO!
SEWELL
Village Cadillac

Cemednad Tpaguuna ¢ 1911 roga

OTa aHKeTa JOCTaTOYHO KOPOTKa, 4YTOObI KTO-TO 3aTpYyAHUIICS €€ 3anoaHuTh. Ho, XoTs B Hell
BCET0 TPU BOIIPOCA, MBI MO>KEM y3HaTh MHOTOE. (V1 HA000pOT, 3TH e TpU BONpoca, KaK Bbl yBUANUTE
yepe3 MUHYTY, IepeIaroT Maccy HH(GOpMAInU yKe KIHMEeHTY OT Hac.)

Bompoc 1 31eck npucyTCTBYeT MOTOMY, YTO, €CJIH JIFOAU HE YYBCTBYIOT, UTO OHU MOJIYYaroT
3a CBOM JICHBI'M aJI€KBAaTHYIO LIEHHOCTb, UM HE MOHPABUTCS UMETH J€JI0 C HAMU, HE3aBUCUMO OT
TOTO, YTO MBI JIEJIAEM.

Bormpoc 2 HyxeH nns TOro, 4toObl NPOBEPUTH, CAEPHKAIU JIM Mbl CBOE CJIOBO. bwina nu
MallliHa Ha CAaMOM JIeJie TOTOBA B OOCIIaHHBIA HAMU CPOK?

W nakonen, Bonpoc 3 MO3BOJSET HAM 3aMETHUTh, YTO MbI JI€JIA€M OJUH U TOT K€ PEMOHT
CHOBA.

(Otu TpU Bompoca 10OMPArOTCS O CEP/ILIEBUHBI JIFOO0H YCIIYTH U ¢ HEOOIBIIIMMHI U3MEHECHH-
SIMH MOTYT OBITh 3aJIaHbl B JIFOOOM Ou3Hece. J[Jis orieHKr paboThl peKIIaMHOTO areHTCTBA, HAIIPH-
Mep, MOJKHO 33/1aTh TaKue€ BOMPOCHI:

— Voxuiiach 1 KaMITaHusi B OFOIIKET?

— Bb110 7T BCE BBITIOJIHEHO B CPOK?

— [Ipunecna i oHa pe3yiabrar?

Becn cexper — nponaere Jin Bbl aBTOMOOUIIN W pEKJIaMy — COCTOUT B OIPEIECIICHUN TPeX
Haubosee BaKHBIX JUIsl KJIMEHTa Bellel. 3aTeM clIelyeT YI0CTOBEPUTHCS, UTO Bbl BCE ATO MPEJIO-
CTaBJIsIeTe.)

Ecnu kueHTsl 1ymMaroT, YTO OHHU IUIATAT OOJIbIIe, YeM JOJKHBI, UM €CJIM MallliHa He Oblia
roToBa B 00ELIaHHOE BpPEMsl, WJIM UM NPHUILIOCH J€JIaTh OJUH U TOT K€ PEMOHT BO BTOpOM (Miin
Jake B TPETUM) pa3, 3HAYUT, Hally paOOTy Hesb3sl Ha3BaTh XOpolleid. Mbl JTOJKHBI 3HaTh 3TO,
YTOOBI UMEThH LIAHC XOTsI Obl U3BUHUTHCS Ha MecTe. B 3TOM ciiyyae kaccup BbI3bIBa€T MEHEIKEPA,
KOTOPBIH ObICTPO MPUXOIUT, U3BUHIETCS U HEMEAJIEHHO HUCIIPABIISET MOJI0KEHHUE.

OpnHako 0OOBIYHO MBI JIeJIaeM BeChMa XOPOIITyI0 padoTy, M TaKasi aHKeTa MO3BOJISICT HAM HaIlo-
MHUTB 00 3TOM KJIMEHTY elle pa3, U 0e3 BCSIKOro XBacToBcTBAa. OTBET HA MEPBBIN BOMPOC MOAUEP-
KHMBAET, UTO CUET OKa3aJICs MeHbule KaabKyIsuu. OTBEThl Ha BTOPOU U TPETU BOIIPOCHI HATIOMHU-
HAIOT O TOM, YTO MaIlIMHAa ObUIa TOTOBA B OOEIIAHHBIN CPOK M MBI HE JIeJ1a]Ii [IOBTOPHOTO PEMOHTA.
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OO01mmas 1enb 3TUX TPeX BOMPOCOB COCTOUT B YKAa3aHWU HA TO, YTO HAIlM aBTOLIEHTPHI Ha
caMoM Jielie 3a00TATCS O CBOMX KIIMEHTaX.

Bp1, HaBepHOE, 3aMETUIIU: B KOHIIE aHKEThI YKa3aHO, YTO MbI IPUCYTCTBYEM Ha pbIHKE ¢ 1911
rozaa. YUecTHO roBops, 51 HE AyMaro, 4YTO 3TO AaeT HaM KaKHe-TO JOMOJHUTENbHbIe Oaljibl. B ocHOB-
HOM JIIOIM CTaBsT BOIPOC Tak: «YUTO BbI clenanu Juisi MeHs 3a nociiegHee Bpemsi?» Ho mbl rop-
JUMCS CBOE€U UCTOPHEN M KOMITAHHUEH, KOTOPYIO OCHOBAJl MOH OTELl; K TOMY K€, BO3MOXHO, KOT/Aa
JIFONTA BUJISIT, UTO MBI paboTaeM yKe Tak AaBHO, OHHU JyMaroT: « ITO 03HAYAET, YTO OHU HUKY/A HE
HCUE3HYT, €CJIU y MEeHS OyIyT MpOoOIEeMbI».

Taxoke BBl MOIJIM 3aMETUTH CBOOOIHOE MPOCTPAHCTBO HA JIUCTE MOCIIE BOIIPOCOB, I/ KIHU-
€HTbI MOT'YT HAIUCATh CBOU KOMMEHTAPHH.

Ecnu y HUX €CTh BpeMs U KeJIaHHe, OHU MOTYT MOJEIUTHCS C HAMU CBOUM MHEHUEM €IlIe
Oosiee pa3BepHYTO — 3allOJHUB aHKeTy ¢ 49 BompocaMu, KOTOPYIO MBI BKJIJbIBa€M B MAIKy C UX
CUETOM.

(HeGonpmas ucnoBeas. MHOrO JeT Mbl aKKypaTHO OIpAIlMBald TMOKYyIaTeleld HOBBIX
MAalIUH U AK€ HE MbITAINCh Y3HATh, YTO HPABUTCS WM HE HPABUTCS MOKYIATENSIM MTO/IEPKAHHBIX
MamuH. JTo ObUIO TIyno. Beap mokymarenu nojaep>KaHHBIX MAIIUH TOKE MOTYT CTaTh HAIIUMU
NOCTOSHHBIMU KJIIMEHTaMH, NpuHocamuMu HaMm 332 000 posmapos. S mymaro, 4TO HE Mbl OJHU
npeHedperanu STUM CETMEHTOM PhIHKA, HO TeTeph Mbl IOMHUM O HEM.)

AHKETA

1. Cxonbko pa3 (mpUMEpHO) BBI MOJIB30BAIUCH YCIyraMu HAIIero CepBUCA 3a MOCIEeTHUMN
roa? _ pa3s.

Koraa BbI Ob1J1M B HAIlIEM CepBHCE B NMOCJIeHUI pa3:

2.V Bac ObLTM TPYAHOCTHU C IOUCKOM oTjena cepsuca? la ~ Her

3. Korna BeI mpubbLIH B CEPBUC, O370poBanuch i ¢ Bamu? Jla ~ Her

4. Kak o01mranvch ¢ BAMH Hallld cekperapu?

Ouenb npodeccuonanbo  Otuactu npodeccronanbHo  HempodeccuonampHo

5. Ilocne Toro kak ¢ BAMH M0310POBAIUCH, CKOJIBKO BPEMEHH BaM IIPUIILIOCH XKaTh MacTepa?
__ MHHYT

6. [loka3zanocek 1 BaM 3T0 oxxuaanue caumkoM goarum? Jla ~ Her

7. SlcHo 1 0OBSCHUI BaM MacTep, Kakue mpodiemsl y Bamiero aptomoouns? Jla ~ Her

8. lanu nu BaM onieHKy ctoumoctu pemonTa? Jla ~ Her

9. Jdanu 11 Bam oueHKy cpoka pemonTa? Jla ~ Her

10. Hama koMmaHusi mpeasiaraeT HECKOIbKO croco0oB oruiarel. OOBSCHUIN U X Bam?
Ha  Her

11. HackonbKo BbI IOBOJIBHBI B 1IEJIOM OOIIEHHEM C MacTepoM?

Ouensb noBosieH  Otuyactu noBosieH_ HelTpanbHoe oTHoumieHue  OTyacTu HEIOBO-
neH _ OuyeHb HEIOBOJIEH

12. Bam HU3BCCTHO, YTO, €CJIM BbI IIOKYIIAJIM HOBYKO MAIIIMHY Y HAC, Bbl MOXXCTC 3aKa3aTb

BPEMEHHYIO MalllMHY Ha BpeMs peMoHTa? [la Her
(Ecnu =er, nepeiiaute Kk Borpocy 15)
13. Bbl 3HaeTe, 4TO HYXKHO CJIeNlaTh, 4TOOBI 3aKa3aTh BpeMeHHYI0 MamuHy? [la Her

(Ecnu =er, nepeiigute K Borpocy 15)

14. BaM npuxoAusiock 3BOHUTH HaM JJis 3aKa3a BpemeHHou mamnubl? Jla ~ Her  (Ecim
HET, IepeauTe K Borpocy 15)

14a. [dpyxentoOHO 1M Bed ceOs MepcoHal, 3aHUMAIOIIUKCS BPEMEHHBIMU MalllUHAMU?
Ha  Her

146. beina 1y BaM MpenocTaBiIeHa BpeMEHHas MallliHa Mo BamieMy TpedoBanuio? [la
Her
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14 B. brina nu BpeMeHHasi MalllHa 3anpaBiieHa OCEH3MHOM, Korja Bbl nomyuwu ee? Jla
Her

15. Korna Bel mocneanuii pa3 ObLIM y HAC, BOCIOJIB30BAJIUCH JIM BbI HAIEH MAlIMHOW IS
kmuentoB?! J/la  Her  (Ecnm Her, nepeiigure k Borpocy 19)

16. Hackosbko BbI ObLIHM YAOBIETBOPEHB! YUCTOTON MAIIMHBI I KIMEHTOB?

Ouenb noBoneH_ Otuactu noBoseH  HeliTpanbHoe OTHOLIEHUE

Otuvactu HeoBoneH  OYeHb HEJJOBOJIEH

17. CxoabKO BpEMEHH IPUMEPHO Bbl OKUAAIN MAIIMHY JUIS KIIMEHTOB?  MUHYT

18. bbul 11 BoAUTENb MAIIKMHEI JJ1s1 KIMEHTOB podeccuonanen? la ~ Her

19. Korza BbI ObUIH B HallleM OTJIENI€ CEPBHCA, BaM MPUIIOCH BOCIIOIB30BATHCSI KOMHATON
oxumanua? la  Her  (Ecnu Hert, nepeiigute K Bompocy 22)

20. Hama komHara oxxuganus Obuta unctoi? Jla ~ Her

21. Tam ObutH cBOOOAHBIE MecTa Ut cufeHus? Jla ~ Her

22. Bam 103BOHMIH, YTOOBI IPOMH(OPMUPOBATH O TOTOBHOCTH Balllero aBromoouis? Jla
Her

23. Yepe3 CKOJIBKO T'Y[IKOB Halll COTPYAHMK MOIHsUI TPYyOKy TenedoHa, Korjaa Bbl 3BOHUIM
HaM? _ TyIKOB

24. Mpl 0TBeYaJIM TOYHO Ha Ballly Borpockl o tenedony? Jla ~ Her

25. Msl pazroBapuBaiu 1o tenedony sexiauso? Jla ~ Her

26. MBI cMOIVIM BaM IIOMOYb, KOT/1a Bbl 3BOHMIIM HaM 110 Tenedony? la ~ Her

27. PemonT/00cyxuBaHue ObUI1(0) MpoBeaeH(0) MPAaBUIBLHO B MIEPBOE JKE Ballle TTOCEIICHUE
cepsuca? /la  Her
28. Hackonbko BbI yIOBJIETBOPEHBI IPOBEICHHBIM HAMU PEMOHTOM/00CITy)KUBAaHHEM ?
Ouenb noBoneH_ Otuvactu noBosieH  HeliTpanbHOE OTHOLIEHUE
Otyactu HenoBosieH  OuyeHb HEJOBOJIEH
29. bpin 11 Ball aBTOMOOWIIb TOTOB B CPOK, oOemianubiii Hamu? Jla ~ Her

30. CxoJsbKO IPUMEPHO BPEMEHHU BaM IIPULIUIOCH JKIATh B OYEPEIU K OKHY KacChl?  MHMHYT

31. beut in kaccup BexximuB? Jla  Her

32. Kaccup cMmor Bam B ueM-To nmomoub? Jla ~ Her

33. Ecau y Bac ObUIM BOIPOCHI O TOM, YTO OBLJIO CAEIaHO ¢ BallIUM aBTOMOOHIIEM, Mbl CMOIVIH
orBetuTh Ha HUX? Jla ~ Her

34. bblna 11 OKOHYAaTeNIbHasi CTOUMOCTh PEMOHTA/00CTyKMBaHUS MEHbILIE WIIX paBHA CyMMe
OKOHYATeJIbHOM KanbKymauuu? la ~ Her

35. belau 1M, 1O BallleMy MHEHUIO, HCIIOJIB30BAaHbI BCE IIPUMEHUMBIE K IAaHHOMY PEMOHTY
rapantun? Jla  Her

36. Ilocie Toro kak Bbl OTOILIIN OT KACChI, CKOJIBKO IPUMEPHO BPEMEHU BaM IPULLIOCH XK 1aTh
Balll aBTOMOOUJIb?  MHUHYT

37. O0BsACHUI JIU KacCUp TOYHO, KyJa OyJeT JocTaBieH Bail aBromoouns? la ~ Her

38. bbu1 M B MalMHE OXHMAAOIMN Bac COTPYIHHUK, KOrja Bbl mopoumuid K Heu? Jla
Her

(Ecnu =Her, nepeiinute K Borpocy 42)

39. Orot corpyaHuk Obu1 apyxkemoben? Jla ~ Her

40. Kak ObI BbI OLIEHWJIH €r0 BHEIIHUN BUJ?

Ormnunbii  Xopowmy  Cpepgnuii ITnoxoit

41. Cka3zan au Hall COTpyAHUK «cmacubo»? la  Her

42. Bbln 11 Ball aBTOMOOMIIb YUCTHIM IpH ero nonyuenun? la ~ Her

43. HackonbKO BbI YAOBJICTBOPCHLBI B LICJIOM pa60T0171 HalIcro oraciia O6CJ'Iy)KI/IBaHI/ISI?

! ABTOC@pBI/IC npeaaracT KIMEeHTaM OABE3TU UX B y,H06H06 JUIL HAX MECTO ITOCJIE€ TOTO, KaK OHU CAAJIM MAallIMHY B PEMOHT.
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Ouensb noBosnieH  Otvactu foBosieH  HeifrpanbHoe oTHOIIEHHE
OtuacTtu HetoBosieH  OYeHb HEJIOBOJIEH
44. Bl mokynany Bail aBTOMOOWIb B Halield komnanuu? Jla ~ Her
44a. Ecnu na, BbI NOKyHalu €ro HOBbIM WK nozep:kanHbiM? HoBbiM_IloaepikaHHBIM
446. Ecnu BBl IOKYTIAJH B IPYTOM MECTE, TO y Kakod GupMbI?
45. Kakoro rosia BbIlycKa Balll aBTOMOOMIB?
46. ITopekoMeHnayeTe Ji Bbl HAlll OT/AEN cepBHca cBoeMy apyry? la ~ Her
47. Kak 3Basiu Bamiero Macrepa?
48.  3amomHuics  AM  BaM  KTO-TO W3  HAlIUX  COTPYAHHUKOB,  KOTO-
pbIit caenan Balle MOCELICHNE HaIlero cepBuca 6oee pUsT-
HBIM?

49. Xotenu Obl BBl IPUHATH yuacTue B Haiel ¢pokyc-rpynme? Jla Hert

Ectb 11 Y BacC NpPCAI0XKCHUA O TOM, KaK Mbl MOXEM O6CJ'Iy>KI/IBaTB Bac qume?

Bonbioe cracu0o, 9T0 BB CMOTIIM TOACIUTHCS BAaIllMM OIBITOM OOCTyXuBaHus B Sewell
Village.

Ham npuniun: «Msl ipenoctaBum 100 % kauecTBEHHBIX TOBAPOB U YCIYT TOYHO BOBPEMSI.

SEWELL

Village Cadillac

Cemeiinas tpaguuus ¢ 1911 rona

Bce ompocsl ctporo Heobs3arenbHbl. Mbl MOIJIH OBl MOMYYUTh TaKyIO k€ WH(OpMAIUIO,
IT03BOHMB HAIIIUM KJIHMEHTaM JIOMOM, HO s caM He 10010 TaKue 3BOHKH: KaKETCS, YTO OHU BCEerna
pasmaroTcs BO BpeMs o0ela WM Koraa s urparo ¢ aetbMu. CKopee Bcero, OOJIBIIMHCTBO HAITUX
KJIMEHTOB TyMaeT Tak jke. [loaromy BMecTo TenedOHHBIX OMPOCOB MBI Ja€M UM Hallly OOJbIIYIO
aHkeTy u3 49 BOIPOCOB, KOTOPYIO OHU HPHU KETaHUH MOTYT 3allOJHUThH U nociars HaM. (Oxono
35 % w3 HUX Jaenarot 37T0.) TOT, KTO HE XOUeT, MOXKET BHIKUHYTh BCE 3TO B KOP3HHY.

MpbI He XOTUM JOKydYaTh HAIlUM KIMeHTaM. MBI laéM UM BC€ BO3MOXKHOCTH CKa3aTbh, YTO
OHHM O HAC AYMAIOT, HO He 00s3bIBaeM UX K 3ToMY. Eciii OHM He XOTST roBOpuUTh — Xopoiuo. Eciu
XOTSIT — MBI IOCTapaeMCsl MAaKCUMAaJIbHO YIIPOCTUTH JJIsi HUX 3Ty mpoueaypy. Mbl npeanaraem um
OTBETUTH Ha TPU BOMPOCA y OKOIIKA KaCCUPA; Y HAC €CTh U OoJiee NJTMHHAsI aHKEeTa, KOTOPYIO OHU
MOTYT TP >KEJTaHUM 3aNIOJHUTH; U €CIIM Y HUX €CTh YTO ellle cKa3aTh, Mbl B KOHIIE 3TOM aHKETHI
CIpAaIINBaeM MX, HE XOTST JIM OHU MOYy4YacTBOBATh B (POKyC-TpyTIIIE.

OO6s13aTenbHO  CIIpalllMBaiiTe KIMEHTOB, Yero Obl UM XOTeNOCh, HO
CIIpalllMBaiiTe BEXJIMBO U HE JaBUTE Ha HUX. [Ipemmaraiite ompockl B Takou
¢dbopme, YTOOBI KIMEHTHl MOIIM WMTHOPUPOBAaTH HX, €CIM OHM HE XOTAT
y4acTBOBATb.

®DoKyC-rpyIibl Ype3BbIYaitHo 3G HEKTHUBHBL. ITO CITOCOO MPOBEPUTH, HACKOIBKO XOPOIIIO BBI
paboTtaerte, MOTOMY YTO BbI CIIPAIIMBAETE KIIMEHTOB, HPABUTCS JIM UM UMETh C BaMu Jiejo0. Bel Ha
CaMoM JIeJie J1IaeTe UM BCE BOBMOXKHOE HMJIM YK€ MTPOBAIMBACTECH B KAKUX-TO 00JIACTAX, O KOTOPBIX
TaXke He UMEETE ITOHIATHS?

Kpowme Toro, pokyc-rpynmsl TOMOTaOT HaM yAEPKUBATh €MHBIE CTAHIAPTHI JIJIs BCeX (UITH-
aJioB.

[Toka MBI pociu, s TOHSI, YTO YIPABICHUE HA CBOMX ABOUX d(PPEKTUBHO JI0 TEX MOP, MOKa
y Bac €CTh TOJIBKO OJIMH MarasuH, HY, WJIU JABa. TO €CTh MOKa BBl MOXETE YBHJIETh BCE, YTO MPOUC-
xomut. Ho »To mepecraet paboratk, KOrjia y BaC MHOTO Mara3uHOB, CKJIaJIOB WU O(PUCOB U BB HE
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MOJKETE IMOTPATUTh JIOCTATOYHO BPEMEHHU Ha KaXIblid. BaM HY)XHBI JOTIOJTHUTENBHBIC HCTOYHUKH
uHbopMaIK — Hanpumep, HOKyC-TpyIIbL.

MpI cHauasna BocipuHUMAaIU (HOKYC-TpyHIbl Kak PO HEKOM Maruu By/y, HO 0Ka3ajaoch, YTO
Ha CaMOM JIeJI€ 3TO OYEHb MPOCTO. MBI (51 UM OJTMH U3 HAIIMX CTAPIIUX MEHEKEPOR) TIPUTIIANIIAEM
B 0HC JeCATh-ABEHAIATh HAIIMX KJIMEHTOB U HAYMHAEM 3a/1aBaTh BOIPOCHI O TOM, HACKOJIBKO
UM HPaBHUTCS UMETh C HAMH JICJIO, B YEM OHU BUJIAT HAIIM CUJIbHBIC U CiIa0ble cTOpoHBI. [ToToM
MBI OCTaHABJIMBAaEMCS Ha KaKo-TO OT/enbHON oOnactu. K mpumepy, 3aaem 1eCATOK BOIPOCOB O
pabote Haiiero cepBuca. (OTH BOMPOCHI Mbl OepeM MPsMO U3 Hallei 00NbIIoN aHKeThl.) B npyroi
pa3 MbI OecefyeM o0 TOM, KaKie YyBCTBa HAllld KIIMEHTHI UCIIBITHIBAIN B MpolIecce MOKyNKU. Bam
ObLIIO YI0OHO TOBOPHUTH ¢ HaMu? MBI 3HAIM MPOIYKT, KOTOPBIN mpeyiarany Bam? [1o3BoHu u
HAlIll MPOJaBel] BaM B TEUCHUE JIBYX HE/EIb, YTOObI YIO0CTOBEPUTHCS, UTO C Balllel MOKYIKOM Bce
B MOpsiJIKe?

Mp&1 pasroBapuBaeM OKOJIO TOJyTOpa 4acoB, TIOTOM OJarofapuM y4acTHHKOB M JapuM Ha
nporanue Habop xopomux pydek. Kienram fgaxke HpaBUTCS y4acTBOBATh B TAKHX BCTpeyax.

Otbupas nroneit ans Gokyc-rpynm, Mbl XOTUM OBbITh YBEPEHHBIMU B TOM, YTO OHH TOYHO
NPEICTABISIOT KPYT HAIIMX KJIUEHTOB U T€X, KOTO Mbl XOTENU Obl BUACTh B KQYECTBE HAILIUX KJIH-
€HTOB. DTO 03HAYaeT, YTO MbI IPOBOAUM YETHIPE UJIH MATH (POKYC-TPYII M0 KaXKAOMY OTACITEHOMY
BOMPOCY, YTOOBI MOTYYUTh TOYHBIC JaHHBIE.

Korna MbI TONBKO HaUMHAIHM TPOBOIUTH (POKYC-TPYMIIbI, I OTHOCUIICS K HUM CKENITUYECKHU.
S He Ayman, 4To JIOIM MOTYT CKa3aTh YTO-TO HETaTHBHOE O HAC, HAXOSCh C HAMH B OJJHOM KOM-
Hare. Ho s okazancsa He mpaB. Uem Oonbliie B rpymme Jroei U 4eM JOJbIIe UAET BCTpeya, TeM
BBIIIIE IIAHCHI YCIBIIIATh OTKPOBEHHBIE 3aMedaHus. Ha BTOpoM miM TpeTheM Moilydace KTO-TO
HEOXKUJIaHHO Mpou3HeceT: «[103BoIbTe MHE CKa3aTh, Kak BCe 00CTOMT Ha CAMOM JIEJIe» — U C ATOTO
MOMEHTa Bbl MOXKETE OBITh YBEPEHBI, UTO YCIIBIIIUTE TPaBIY.

KoneuHo, mopoii y4acTHUKU TOBOPAT BCAKHI B3J0P, HO MBI cTapaeMcs (GUIBTPOBAThH ITO.
Ecnu MbI TOBOpUM C COTHEH 4enoBeK, 00s3aTeIbHO OyAyT MOJsIpHbIe MHEHUS. MBI Beerna crapa-
€MCsl HAlTH 30JI0TYIO Cepe/IuHYy.

S moHsn e1ie o/IHy BElllb: HE UTHOPUPYITE ITyOOKO CIIPSITAHHBIE PeaKIIMU HEKOTOPBIX JIFoIen
TOJIBKO TIOTOMY, YTO 3TO HE TOuYKa 3peHus OonbuimHCcTBa. Korma B xopmopanuu Ford wuccieno-
Baiu Taurus, OHM OOHAPYKUIIM, YTO TIOJIOBUHE OMPOIIEHHBIX HPABUTCS €T0 BHEUTHHUM BU, a APY-
rasi MoJIOBMHA HEHABHJIUT €T0, TaK YTO OKOHYATEIbHBIN PeUTHHT cocTanisut Bcero 4.5 n3 10. Ho
YYTHTE, YTO MOJOBUHE JIFO/Iel OH moHpaBwmiics! M mojoBrHa, KOria Bbl TOBOPUTE O YHCIIC JTIIOICH,
MOKYTIAIOIIUX MalINHbI, — 3TO 4epTOBCKU MHOTO. Tak uto Ford mpuctynun Kk mpou3BOACTRY.

bonee toro. lHOTIa CTOUT MPUCITYIIATHCS K KOMMEHTAPHIO BCETO JIUIIb OJHOTO YEJIOBEKa.
51 3anoMHuA QOKyC-TPYIITy, Ha KOTOpoil Mbl oOcyxkaanu Hyundai u onuH 4enoBek ckazaj, uTo
OH BO3HEHaBUJIEI Hally MpPOrpamMMmy MpeAO0CTaBICHUS BPEMEHHBIX aBTOMOOMIIEH, Korjaa mpuexan
B CEPBHC U €My CKa3aJH, YTO ceiiuac HeT MallluH Ha moaMeHy. Hamn ynpapnstonuii Kisiics, 4to y
HEro Bceraa ObUIM BpEMEHHBIC MAIIIMHBI, HO B PEYH KJIIMEHTA ObLIO YTO-TO TAKOE, YTO 3aCTaBJISIIO
eMy noBepuTh. JKenasi MOHATH, KAK TaKOE MOTIIO MTPOU30UTH, 51 MPOBEJ HEOOJNBIITYIO TPOBEPKY U
O0OHapyXWJI, YTO ITOT YHPABISIOUINI BCE-TaKU HECKOJBKO pa3 deticmeumenbHO OTKa3bIBaNl KIIH-
eHTaM. BmecTo Toro 4to0nI 3aka3arh OOJbIIIE BPEMEHHBIX aBTOMOOWIJICH, OH Ipeaiarai JIIoasaM
00paTUThCS TOT/IA, KOT/Ia OCBOOOATCS 3aHATHIC MAIIIUHBI.

MBI 3aMEHUIIH ATOTO YIPABISIONIETO, U CeYac, €CIM Mbl TOBOPUM, YTO BbI MOTYUUTE «XEH-
Jail» Ha 3aMeHY, BbI €r0 MOJIyYHuTe.

Jlronu o6s3amenvHo CKaXyT BaM MpaBay. Eciay oHM 3amonHUIU OONBIIYI0 aHKETY U MOTpa-
TUJIM BpeMs Ha ydacTue B POKyC-TpyIIe, 3HAYUT, OHU M B CAMOM JIeJIe XOTAT paccKas3arh BaM, U4TO
OHM UyBCTBYIOT. MBI CiTyll1aeM O4€Hb BHUMATEIBHO.

OCHOBHBIE BBIBO/JIbI
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— He Oenaiime npeononoosicenuti o mom, ye2o xomam kauenmol. OHU caMU
KAKIAYT COOOIUTH BaM 3TO.

— Haiime um 6o3mooicnocmsb evickazamoucs. Caenaiite HeOONbIIYIO aHKETY
— He OoJble 5 BONMPOCOB, a Jydile Bcero 3, — coKycUpOBaHHYIO Ha Haubosee
BA)KHBIX acleKTax OOLIeHUs KJIMEHTOB C BaMH.

— Ilpocmoti cnoco6 nonyuums 100 % omeemos — Natb 3Ty aHKETY B TOT
MOMEHT, KOIZla KJIMEHT paciuladyuBacTcs. Torna OH CMOXKET 3allOJIHATh €€ 33 TO
BpEMs, I10Ka BbI BEJIETE PACUETHI.

— He naooeoaiime knuenmam. Ecnu M0nu He XOTAT 3aIOJHATh aHKETHI —
Hudyero crpamHoro. He 3actasnsiite nx. He HaunHaliTe 3BOHUTH UM 110 BeYepam
WM NIPUCTaBaTh K HUM, IIOKa OHHU XOZAT 110 Mara3uHy. 3allOMHUTE: [JIaBHAs UIEs
orpoca — c/iesarh Tak, YTOOkI JIoAK ObLIM CYACTIIMBBI BECTH ¢ BaMu Jena. Ecimu
BbI UM HaJl0€JaeTe, y HUX He MOJTYYUTCs ObITh CYACTIUBBIMHU.

23



K. Cobtoann, . BpayH. «KnueHTbl Ha BCIO XN3Hb»

maBa 2
Ecnun KnueHT 0 4eM-nnboO NpocuT, oTBeT Bceraa — «ga»

YrtoObl 3acTaBUTH paboTaTh Halll CIOCOO BeeHHs OM3HEca, Mbl JIOJKHBI yOSUTh Bac B TOM,
YTO CYIIECTBYeT HEUTO OoJjee LEeHHOe, 4eM AeHbru. Pa3 Mbl He camble JAelIeBble, 3HAUYUT, MbI
JOJDKHBI TIPEATIOAKUTH BaM YTO-TO APYroe, 4ToObl HAIl OM3HEC ObUT YCIENIHBIM. DTO «4TO-TO» —
yao0cTBO. MBI ycTpaHsieM mpobiaembl. Mbl IbITaeMcs CAENaTh BAIly KU3Hb JIeTYe.

Kaxxaplit pa3, Koria KIMEHT CpalinBaeT Hac, MOXKEM JIU MblI CeNaTh 4TO-I100 AJis HEero, y
HAC OJIMH OTBET — «Ja». Eciin BbI 3aXJIONHYNN ABEPb, OCTABUB KJIIOYM B MAIMHE, WIH MPOKOJIONN
IIMHY ¥ TeTleph 3BOHUTE HAM U MPOCHUTE O MOMOIIH, MbI OTBETUM: «KoHEeuHO».

PazymeeTcs, Mbl He CMOXKEM MOKPACUTH Balll JOM HJIM BBIMBITh OKHA: MBI BCE-TaKU IIPO/IaeM
aBTomoOmiH. Ho korna Baii 3anpoc kacaetcs Halero Ou3Heca, Mbl OTBETUM MOJIOKUTENbHO. Bee-
rJa, KOrjaa BO3MOXKHO, MBI CTapaeMcsi IOMOYb CBOMM KJIMEHTAM.

Bot moii moOuMelii ipuMep. Y Hac Oblila TOCTOSIHHAS KITMEHTKA, KOTOPas kKHUJia OHY TOJI0-
BUHY rona B Jlannace, a Bropyto — Bo ®pannun. OnHaxabl, codupascek yexars u3 [lapuxa, ona
MO3BOHMJIA HAM U COOOIIMIA, YTO TIepe] BO3BPAIICHHEM JOMOI cOOMpaeTCsi MPOBECTH HEKOTOPOE
Bpemsi B Hplo-Flopke, HO He XOueT apeH;j0BaTh TaM MaunHy. OHa CKa3alia, YTO BCE apEH/IHbIC
MauHel B Hero-Hopke rpsi3Hble ¥ HACKBO3b TIPONAXIINA CUTAPETHBIM JBIMOM, U CIIPAIIMBaIa, He
MOTIIH GBI MBI apeHI0BaTh JUI Hee MammuHy B Jlamnace, nepersars ee B Horo-HMopk n nepenath
TaM eil. MbI clienanu Bce MMEHHO Tak.

WTak, ecnu KITMEHT CIpaIINBaeT, MOKETE JIU BbI C/I€TIaTh UTO-TO JIJIsl HETO, OTBET BCET/IA «J1a»
— pHU YCIOBHUH, YTO 3aIPOC XOTh KaK-TO KacaeTcs Balllero OusHeca.

Hexoropsie mtonu, Korja Mbl paccKa3blBa€éM UM PO 3TOT CIOCO0 BeieHUs OM3Heca, TISIIAT Ha
Hac ¢ ycMemkoi. OHM TOBOPST, UTO 3ps MBI TaK HAIPATAEMCsl, HAIPUMED, MOIBICKUBAsT BOJUTENS
JUISL YeJI0BeKa, KOTOPBIH KYTHII Y HAC JIMMY3WH, — BeJ[b 3TO HE Halll OCHOBHOM Ou3Hec. Ho Mb1 3HaeMm,
YTO 3TO UIMEHHO OH U ecTh! Hama paboTta — 3a00TUTHCS O KJIIMEHTE HACTOJIBKO XOPOIIO, YTOOBI OH
MPOIOJIKAJ BO3BpAIAThCs K HaM JI0 KOHIIA CBOCH KU3HHU.

Bort, nanpumep, Bbl puiieTacTe B a3pONOPT B ACBIATH YACOB BeUEPa, XOTUTE OTKPHITH CBOIO
MaIlIMHY, a KJII0Y JIOMaeTcsl B 3aMKe. Bbl 3BOHUTE JOMOI B Ha/IeXk 1€ MOIYUYHUTh 3allaCHOM KJIIo4, a
Tam Hukoro HeT. Kpacora!

Terneps mpencTaBbTe: Bbl 3BOHUTE B HAIll aBTOIICHTP, U MBI IOCHIIaEM K BaM MaIllUHY TeX-
MOMOIIIN; HAIll COTPYAHUK Ha MECTE M3TOTaBIMBACT IS BaC K04, roBOpUT: «Cracubo, 4To BCHO-
MHUJIM O HAC» — U YE3KaeT, He B34B JeHer. UTo BbI nogymaere? Bol mogymaere, 4TO Mbl OTIIMYHBIE
HapHU.

bpanu 11 MbI 32 3TO 1eHBIH?

Tonpko nHOTAA, HO 00BIYHO — HeT. Hamr moaxon Takoii: eciu Obl Baml Apyr oOpaTuiics K
BaM C Takoil Mpocb0Oii, MOMpOCHIn ObI BBl €r0 OMIIATHTh ATy Ycayry? A eciu Obl Bbl OCTAIIUCh
CHapY’K{ MallIMHbI 0€3 KIII0Yeil U MO3BOHUIIN JIPYTY, HOTpeOoBai Obl OH JICHET 3a TO, YTO MO/BE3
BaM 3anacHoi kimou? Het. M MbI Toxke He TpeOyem.

DTO npocToH 311paBblii cMbici. Ho naBaiiTe moroBopuM 0 TOM, KaKOH B 3TOM €CTh KOHOMH-
YECKUU CMBICII.

[Tpennmonoxum, 4TO HaAM Takas moesjaka odouuiack B 25 momtapoB. Hemaino... A teneps
MOJyMaiTe 0 CTOMMOCTHU paauopekiamsbl. Y Hac B Jlannace 60 cekyH pekambl B TUKOBOE BpeMsi
Ha nonyJsgpHou craniuu crout 700 mosiapos.

3a 25 nonnapoB MbI (BepOATHEE BCEr0) MOMYYHIN KIMEHTa Ha BCIO KHU3Hb. A CKOJIBKO KIIHU-
€HTOB Ha BCIO JKHU3Hb MBI CyMeeM MONyuuTh, 3aruatuB 700 momnapoB 3a paauopoiuk? Yrto BbI
ckazanu? 28? (3to 700, monenenusie Ha 25.) Bech MOii OMBIT TOBOPUT O TOM, YTO MAK020 YUCIA
KJIMEHTOB Ha BCIO )KU3Hb OJMH PAJUOPOJIMK HAM HE TIPUHECET. ..
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Tak uto KEC, BCC OecrutaTtHO? KOHG‘IHO, HeT. Ecau HaMm Hajo BeleXaTh U IOMEHSTh AKKyMYy-
JISTOP WKW I'€HEPATOP, MBI IIOIIPOCUM OIUIATUTD UX LICHY U O6LI‘IHYI-O CTOUMOCTDB pa60TH. Ho ecan
IMPOUCXOAUT YTO-TO IKCTPpAOPAUHAPHOC, HAIIPUMCP ITOJIOMKaA KJIr04d, Mbl HC 6yz[eM BBICTABJIATH
cueT. Mbl IMPOCTO ITOMOKECM. W Hamm KNHUEeHTHI 3aX0TAT UMETh C HAMU JIEJI0 CHOBA4, CHOBA 1 CHOBaA.

OCHOBHEBIE BBEIBOJIBI

— B mom momenm, koeoa knuenm 2osopum: «A He cmoznu Ovl 8bl...», Bbl
JIOJKHBI OBITh TOTOBBI CKa3aTh «7a», TaXKe €CJIM BbI [T0Ka He TMpecTaBiseTe cede,
KaK cJIeJIaTh TO, YEero OH XOYeT.

— Ilpossnaiime eubxocms. Bbl momcTpuraeTe JyKalku, a BameMmy
KJIMEHTY HY>KHO BbUICUHTH AepeBo? Haitnure nis Hero cneuuanucta. Eciu on
OCTAHOBUJICSI B BallleM OTeJie M MPOKOJION Koyieco, rnmomensiite ero. Ilomorure
BallleMy KIIUECHTY.

— He bepume Oeneez 3a makue 0onoiHumenvbHule yCiyeu, Komopwle a61aomcs
nomowwro. Ecnu Obl BBl HE MOMPOCUIM ApPYyra OIUIATUTh TaKylK MOMOIIb, HE
npocute u kiueHTa. He Bonmuyiitech, Bbl 3apaboraere B OymyiieM — 0oJbIiie, 4eM
MOXeTe ce0e MPeICTaBUTh.

25



K. Cobtoann, . BpayH. «KnueHTbl Ha BCIO XN3Hb»

maBa 3
3abyabTe 0 TOM, YTO Takoe pabo4yme 4yachbl

OO0cnyxuBaHUE KIMEHTOB — 3TO paboTa 24 yaca B CyTku. Bo BesikoM ciydae, OHa JIOJKHA
OBITh TaKOM. BO-IepBBIX, KIIMEHTHI HHOTIA MOTYT MOMPOCHTH Bac caeiarh 4To-1o rocie 17.00 win
B BOCKpeceHbe. Pa3 y» Mbl I0roBopuiiHch o npasuiie «Korma KIMeHT 0 4eM-JIM00 MPOCHUT, OTBET
BCErJa — «JIan», TO €ro CjeayeT NIPUMEHHUTDh U B 3TOM CiIydac.

Ectb 1 BTOpas, Oonee GyHIamMeHTa bHAsS MPUYHHA JUISI TOTO, YTOOBI 3a0BITh PO TIOHSATHE
«pabouee Bpems». Kak Mbl MOJKEM OOCITYKMBATh KJIMEHTA JIYYIIIE BCEX, €CIIM MBI 3aCTaBIISIEM €T0
NPUCTIOCA0IUBATHCS K HallleMy pacrnucanuio? [1o onpeaeneH o 3To I Hero HEeyJI00HO.

MBpI 10JKHBI pab0TaTh TOT/A, KOTJIa OHU XOTAT, a HE TOT/Ia, KOrJa XOTHM MBbI.

MbI HIMEHHO TaK M IMOCTyIaeM. MBI CYaCTIUBBI JOCTABJIATH MAIIMHbBI (MHOIIA — MEPEBA3aH-
HbIC JICHTOYKAMH C OaHTHKaMM) K JJOMaM HaIllMX KJIMEHTOB B MX JIHU POXJCHHUS, FOJAOBIIUHBI,
Beuepa nepea PoxxaecTBOM — Jake €CJIM 3TO BBIXOIHBIC WIIH MTPA3IHUYHBIC THH.

Mpl OylieM c4acTIMBBI BCTPETHTh KOTO-TO B HAIlIEM aBTOIICHTPE B BOCKPECEHBE YTPOM H
II0Ka3aTh €My HalllM MaIWHBL. Jaxke €cJii OH NPUIET B MIKaMe, Mbl He OyJIeM MTPOTECTOBATh.

Bbl MOkeTe mpuexaTh TOJBKO B JIEBATh, @ MbI 3aKpbiBacMcsi B BoceMb? He npobiaema. Mul
ITOJIOXKIEM.

HekoTopbie MOTYT IOyMaTh, 4TO TAKOW MPUHIIMIT HAIIIEH KOMITAHHH MOXKET OBITh O0JIE3HEH-
HBIM JIJIs1 €€ COTpYIHUKOB. Ho MbI Tak He mymaem. Beb MbI coOupaeMcs poaTh KJIMEHTY MaIlIuHY,
1, BO3MOXHO, HE OJTHY, €CJIM paCCMaTPUBaTh 3TO B JJOJTOCPOYHOM HepcrieKTuBe. Pasiu 3T0ro MOXXHO
HOJICTPOMUTHCS MOJT €ro rpaduK.

MoskeT Jin 3T ObITh HeymoOHbIM i1st Hac? Koneuno. Ho 1oMKeH i KITMEHT OeCIIOKOUTHCS
0 TOM, YTO MBI MOJKEM ONO3/aTh Ha y>kWH? HeT, Hac BOJIHYET TOJIBKO TO, YEr0 XOUET KIUEHT.

MpbI XOTHM CJeNIaTh €ro KM3Hb KaK MOXHO Tpoiie. J[aBaliTe pacCMOTpUM, HallpuMep, Kak
obcrosT nena B HameM aBToreHTpe Cadillac.

MpbI yCTaHOBHJIM MPABHUIIO, YTO BCE HAIIIM MPOJIABIBI M MacTepa Jal0T KJIUSCHTaM HOMEP CBO-
€ro JoMaIlHero TenedoHa — Ha cirydaid, eciiv motpedyercs moMors. Ho paxe eciu y Bac 1o Kakum-
TO MPUYMHAM B HY)KHBIH MOMEHT HE OKa3aJIOCh IOJI PYKOW ITOr0 HOMepa, He Oena. 3BOHHUTE B
aBToreHTp. [Tocse TOro Kak Mbl 3aKPBLIH €r0 Ha HOYb, TaM OCTACTCS OXPAHHUK, KOTOPBIH TOMOXKET
CBSI3aThCSI C HY)KHBIM Y€JIOBEKOM.

CkaxewM, ceifuac msTh 4acoB yTpa. Bel coOupaerech BbiexaTh U3 IOMy — U OOHApYKHBaeTe,
4TO y Bac MPOKOJIOTO Kojieco. (MBI moy4aeM Maccy TakuxX 3BOHKOB!) Bbl 3BOHHTE B aBTOLICHTD;
HAIlll OXPaHHHK CBSI3bIBACTCS C JIGKYPHBIM TEXHUKOM — KTO-TO M3 HHX JOCTYIeH 24 Jaca B CyTKU
KaXIbI JIeHb; TOT Bhie3kaeT Ha Chevy Suburban, koTopblii MBI IPEBPATHUIN B MAIIUHY TEXIIO-
MOIIY, ¥ pemaeT Bamry npooiaemy. (Ha Suburban ects kommpeccop, CTaHOK JJisi U3TOTOBJICHUS
KJIFOUEH 1 BOOOIIIE BCE, UTO BBI TOJIBKO MOXeTe ceOe BOOOPa3uTh.) TEXHHK CTAaBUT BaM «3aIacKy»
U, KaK MbI YK€ CKa3aJli, HE BBICTABIISET 32 ATO cueT. Bee, BBl MOXKeETe exath.

Mpg1 xoTHM, 4TOOBI JIFOMW HAM 3BOHHJIM, HE oOparas BHUMaHHs Ha Yachl.
MpbI Bceria TOTOBBI IPUHTH HA TOMOIIb.

Bue 3aBucumoctu ot TOro, KaKuM OM3HECOM BBI 3aHUMACTECh, KIIMCHTaAM XOTCJIOCh OBI Ha
BCAKHH Cily4ail UMeTh Tesle(OHHBIM HOMEp, IO KOTOPOMY OHHM MOTYT IO3BOHMTH B Hepabouee
BpeMSL.

N omqnoBpemenHO — napagokc! — HanbobIIas mpobiaemMa COCTOUT B TOM, YTO KITMEHTHI 3a0bI-
BarOT WJIM HE BEPSAT, YTO MBI IIOMOXKXEM UM B JIF000H MOMCHT, XOTs MBI ITIOBTOPSIEM UM 3TO Ka)K)IBIﬁ
JICHb U pa3faeM HaKJICHKH C HOMEPOM HAIIEeTO KPYyIIIOCYTOYHOTO Tele(oHa.
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MoryT 5y 710111 310ynoTpeOIsTh Halllel TOTOBHOCTHIO TOMoYb? KoHeuHO, HO 3TO citydaeTcs
HeuacTo. Kak mpaBmiio, TOT, KTO 3BOHUT HaM B Hepabouee Bpemsi, TEHCTBUTEILHO HYXIAETCs B
HEMEJICHHOU MOMOIIIM. MBI MOXXEM OKa3aTh €€ HE3aBUCUMO OT BPEMEHHU CYTOK. DTO JaeT BO3ZMOXK-
HOCTb TIOJIZICPKaTh OTHOIICHUS C KIIMEHTOM, CJIeJIaB YTO-TO BYKHOE JIJIsI HETO, M JIFOASM HPaBUTCS
TaKOU MMOOXO..

OCHOBHBIE BBEIBOJIBI

— Bvl He moorceme npocmo npedocmasnsamv ycayeu ¢ 9 oo 20. Ecmm
BBl COOMpaeTech OKa3bIBaTh XOpOIIWE YCIYTH, BBl JOJDKHBI JejlaTh 3TO
KpPYIJIOCYTOYHO.

— Oo0no2o 360mKa OondicHO bbImb Odocmamoyno. CraenaiTe Tak, YTOOBI
KJIMEHTY OBLIO JIETKO BOCIIOJIb30BaThCSl BallMMH yciayramMu. OHH HE JOJKHBI
3BOHUTH MO BCEM MMEIOIIMMCS HOMEpaM B TPU 4Yaca HOYM — JOJDKHO OBITh
JIOCTaTOYHO OJHOTO TeJde(OHHOro 3BOHKA. Bbrl He 00s3aHBI JaBaTh CBOM
JOMAIIHUMA TeneoH (XOTS MHOTHM KJIMEHTaM 3TO MOHPABUTCS) WIH OCTABIIAThH
KOTO-TO Ha pabodem Tenedone Ha Bce 24 yaca. Jlydiie HatMuUTE OnepaTropcKui
LEHTP — IyCTh OH INPUHUMAET 3BOHKM B Hepabouee BpeMs M MepenacT
UH(OPMAIUIO TOMY, KTO HaXOUTCS Ha JIEKYPCTBE.

— He botimecwb, umo kmo-mo nonvimaemcs dKcniyamuposams eac. Kax
MpaBWJIO, JIIOAM 3BOHAT TOJBKO TOTNA, KOTJa Ha CaMoOM JeJie HYXJalTcs B
MTOMOIIIH.
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aBa 4
ObOewanTe MeHblUe, Aenaute 6onblue

Kaxnip1it pa3, korjaa Bbl IPUTOHSIETE K HAM CBOIO MAlIMHY, MBI A€M BaM 2apanmupo8anHyo
NPEIBAPUTEIBHYIO KAJIBKYISIIIUIO CTOMMOCTH peMOHTa. Ho HekoTopble MacTepa CcTaparoTcsl 3aHH-
3uTh ee. OHM yMaroOT, 4YTO MBI MOTEPSEM KJIMEHTA, €CIH IIeHa Pa0OThl MOKAKETCS MY CIIHIITKOM
BBICOKOH.

Ho mbI He X0THM, 4TOOBI HallIK MacTepa OECIOKOMIMCH 00 3TOM. boJiee Toro, Mbl IPOCHM X
NO0ABIATH K KaXI0H CMETe «IOAyIIKy» B pazmepe 10 %. A okoHUYaTeNnbHBIN CUET BCErna OKa3bl-
BAETCSl MEHbIIIE KaJIbKYISIHKA — XOTs ObI Ha oiuH aosnap. Pesynsrar? CuacTinuBblili KJIHEeHT!

OnHa W3 cambIX HENpPUSATHBIX BEHICH — KOIJa BBl MPOCHUTE 3aIUIaTUTh
0oJIbIlie, YeM MpEeaBApPUTEIBHO paccuuTanu. J[00aBisiiTe «MOMyMIKY», Y4TOOBI
BCEr/Ia UMETh BO3MOXHOCTb MOTIPOCUTH MEHBIIIE.

Bor xak 310 pabotaet. Eciu Bbl ipueskaeTe cenarb peMOHT, KOTOPBIiA, IO HallleMy MHEHHUIO,
oynet crouth 90 10TapOB, MBI fenaeM KanbKyssiuio Ha 100 mommapos. Korna Bl mpuenere 3a6u-
paTh CBOIO MAllIMHYy W OOHAPYKHUTE, YTO HAIO TUIATUTH Beero 90, BBl OyzieTe mpoCTO CYACTINBEI!

He cnenyer oOaupars mroneit. Moriu Obl MBI MONYYUTh TOTOAHUTENBHBIE 10 moimapoB?
Koneuno! Onun pa3 winu asa. Ho xak roBoput moit Ky3eH JxoH Cpro3i11, KOTOPBIA PyKOBOAUT
HamuM aBTouieHTpoM Cadillac: «IllepcTh ¢ OBIIBI MOKHO CTpUYb MHOTO JIET, HO BOT LIKYPY COJ-
paTrb — TOJIBKO OAMH pa3». KilMeHT paHO Wil MO3IHO MOMMET, YTO C HErO CIUPAIOT LIKYPY, U BbI
€ro HUKOT/1a 0OJIbIlIe HE YBUJIUTE.

MBI y>xe TOBOPWIIM, YTO MHOTa MacTepa 0oaTcs BbIAaBaTh KajabKyssiuio Ha 100 nonnapos,
omnacasiCh OTKa3a KJIMEHTa, U MPEeANnoYnTaroT yKka3biBarh 90. Ho eciim okoHYaTeNnbHbIN CUET cocTa-
BHUT, K ipuMepy, 91 nosnap, KIMEHTy 3TO HE NOHPABUTCS. A BOT eciu Mbl ykasanu 100 nommapos,
MOKHO He 0eCIOKOUTHCS. MBI O-IIpeKHEMY YKJIaJbIBaeMcsl B cMeTy. TakuMm oOpa3om, 3TOT HoA-
XOJl 1a€T HaM €Il€ U BO3MOKHOCTh IOJICTPaxoBaThCsl Ha TOT CIIy4aid, Koraa paboTa oKa3blBaeTcs
YyTb JOPOXKE, YEM PACCUUTHIBAIIH.

Bosnee Toro, Mpl moayyaem BO3MOXKHOCTb CIIENATh JUIS KIMEHTA YTO-TO JOTOJIHUTENbHO, HE
Oeps 3a 370 OoTHENbHOM TuIaThl. CKa)keM, BBINOIHSA Haury padoty 3a 90 mosutapoB, Mbl OOHApY-
KWIH, 4TO «JBOPHUKHU» HA BETPOBOM CTEKJE HYXJalTcsA B 3aMeHe. OOBIYHO 3TO CTOUT 7 J0J-
napoB. Hy Tak Mbl MOXXeM 3aMEHUTh UX U meM He MeHee BEPHYTh MAIIMHY CO CYETOM, KOTOPBIN
OyIeT MeHble MepBOHaYalbHO Ha3BaHHOW cyMMbl. Tenepb y KIMEHTa yKe B NPUYUHBI OBITH
CUACTJIUBBIM: MBI CHI€JIaJId JOMOJHUTENbHYIO paboTy M BCE-TaKU MOMPOCUIIHN OIUIaTy MEHBIIYIO,
4yeM Ha3bIBaIM paHee. (B Hamewm ciydae Mbl BRICTaBUM cYeT Ha 97 moimapoB, U3 KOTOphIX 90 — 310
(akTryeckas 1ieHa paboThl U IUIIOC 7 32 «IBOPHUKNY.)

KoneuHo, npu TakoM MOAXO/€ CYIIECTBYET PUCK TOTO, YTO HAWAYTCS KJIMEHTBI, KOTOpbIE
peliar, 4To nepBoHadagbHas KanbKynauus B 100 1o1apoB — 3TO CIUIIKOM JOPOTO, U OTHPABATCS
uckathb 06osee aemeBoe Mecto. Ho Takux sroeil Bcero onvH Uiy JBa npouenTta. U eciv oHu Ha
caMoM JieJie 3TUM 03a004€HbI, 3HAYUT, MbI JJEHCTBUTEIHHO HE T€, C KEM OHU JI0OJKHBI UMEThH JIENO.

Hexkotopeie ironu roBopsT HaM, YTO Hallla [IeHa Ha Macjao ¥ GuisTp Ha 9 nosuiapoB Oosblie,
YeM MM MPHUIILIOCH OBl 3aI1aTUTh, eciii Ol OHM TToexanu B pupmy Quickie Lube n mogoxaanu 6w
TaM. JTO Mpasnaa. Mbl HE camble JelIeBble, HO Mbl JIydiline. Bl 3HaeTe, 4To, €ciii Bbl IpUEeTe K
HaM, BBI HE TOJIBKO 3aIJIAaTUTE MEHbIIIE, UeM OyleT Ha3HaYeHO CHadaja, HO U paboTta OyJeT caenana
HaWIy4IIUM 00pa3oM.

Hama nenoBast monutrka yctpauBaeT OOJBIIMHCTBO JIFOAEH: OHU 3HAIOT, YTO Mbl HUKOTTIA
He OepeM Oosbllle, YeM Ha3HAYWIM CHavana. JIronsM HpaBUTCA UMEThH JeJI0 C TEMH, KTO JE€PKUT
CBOE CIIOBO.
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OCHOBHBIE BBEIBOJIBI

— HUcnonwv3ytime «nodywkyy. Becerna ouenuBaiite cBoro paboty Ha 10 %
OoJbllle, YeM OHa MOXKET, MO BallleMy MHEHHIO, CTOUTh. Takum o0pa3zom, Balll
OKOHYATEJIbHBII CYET MOXKET OBITh C JIETKOCTHIO YMEHBIIEH IO CpPaBHEHUIO
C MpEeIBAPUTENIBHON OIleHKOM. Jlenas 3To, Bbl MOJMy4YaeTe U JONOTHUTEIbHBIN
(hakTop 6€30MaCHOCTH Ha TOT CiIy4ai, eciii padoTa OKaXKeTCsl HEMHOTO JIOPOKe.
Ho naxe eciu Bbl IpOCUYUTATIUCH, BCE PABHO BBICTABIIANTE CUET XOTS Obl Ha OJTUH
JI0JUIap MEHbIIIE TIePBOHAYATbHON KaTbKYIISIIHH.

— Hukaxux Heoorcuoanuvix menxkux npubwineu. Ecnu Hacrosmias IeHa
MEHbIIIe KaJIbKYJIAIUY, BEICTABBTE CUET Ha MEHBIIYIO cymMMy. Touka. YiepxaHue
Pa3HUIBI HE AACT TAKOW ke MPUObUIN, KaK ylAepKaHHe KINEHTA.

— Coenatime umo-mo oonoarumenvroe. Pa3 yx Bbl 100aBUIN «IIOAYIIKY,
BBl MOJKETE CJIeJIaTh JOTOJHUTEIbHYI0 padoTy (€ciu oHa Hy»Ha, KOHEYHO!), He
TpeOys 3a Hee MIIaThl.
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ll. Kak Bcerga oka3biBaTb XOpoLuMe ycryru

maBa 5
Cucrtembl, a He ynbIOKK

Korpma mromu mymator 06 0OCITy)KUBaHMM KIMEHTOB, OOBIYHO WM TPHUXOAST HA yM CIIOBA
«TOXKAIyHCTay, «cracu0oy, «J1a, KOHEUHOY, «HET, U3BHHUTE» M, KaK BEPX JIFOOE3HOCTH, 3BOHOK Ha
CKJIaJl WM B OJvKalIni MarasuH ¢ BOIPOCOM O HAJIMYMHU KEJIaeMOU BElly.

Koneuno, 3710 yacTh xopouero cepBuca. Ho Tonbko oueHb HebombIast yacTb. Eciin Obl cep-
BUC OBUI IHMPOTOM, TO BEKJIMBOCTH, YIBIOKA M TOTOBHOCTH MPONTH JIMIIHIOK MU0 ObUTH OB
TOJBKO Ta3ypbio. A COOCTBEHHO MUPOTrOM ObLIa OB CHCTEMa, MO3BOJISIONIAS AETAaTh XOPOIUIYIO
pabory.

Xopo1uast paboTa oapa3yMeBaeT ClIeIyolee:

— IPaBUJILHOE BBIIIOJHEHHUE C NIEPBOTO Pa3a;

— HaJIM4ue TJIaHa ASWCTBUH IS TEX CITydaeB, KOTJa YTO-TO HIET HEMPABUIIBHO.

CucreMHBII OAX0A, TO3BOJISIOUINI CAeIaTh BCE 3TO, HAMHOI'O BayKHEE, YEM IIPOCTO BEXKJIIU-
BOCTh M TOTOBHOCTh IPUHTH Ha TIOMOIIb. B KOHIIE KOHIIOB, HAITUM KJIMEHTAM HET HUKAKOW paz-
HUIIBI, HACKOJIBKO MBI OBUIH C HUIMH BEXXJIMBBI, €CIIH padoTy Ul HUX MBI ClIEJIal HEMPaBUIBHO.

310 OX0Xe Ha rocemeHue pecropada. OQUIIMAHTEI MOTYT YIIbIOAThCS, TIOKA Y HUX HE CBE-
JIET YEIIOCTH, TIPUIEP’KUBATh KPECIIO, KOT/Ia BBl B HETO CATUTECh, U MEHSTH CalI(PETKH KaXKIbId pas,
KOTJIa Bbl BcTaeTe u3-3a ctona. Ho ecnu ea Bam He MOHpaBUTCS, BbI Ty[a HUKOT/Ia HE BEPHETECH.

U pecropanam, u aBTOLIEHTPaM, ¥ YHUBEpMaraM — BCEM HY>KHBI CUCTEMBI, KOTOpbIE TapaH-
TUPYIOT XOPOLIUIl CepBUC. DTU CUCTEMBI TOJKHBI paboTaTh CIaKEHHO, co3/aBas 3(pPpeKTUBHBIN
U THOKUI Tporiecc.

Cuctemsl Beceraa ObUTM COCTAaBHOM YacThIO MPOU3BOACTBA. be3 TmaTensHOro MIaHupOBaHUS
Y TIOCTOSTHHBIX U3MEPEHUI HEBO3MOXKHO 3((PEKTHBHOE TPOU3BOACTBO.

JIronu ¢ mpOIECCHO-OPUEHTHPOBAHHBIM MBIIIUIEHUEM OOBIYHO CTAHOBSATCSI MH)KEHEPaMHU H,
KaK MpaBUjIo, CTPEMSITCSI 3aHUMAThCs MO0 JU3aiiHOM, MO0 POU3BOACTBOM. DTO OHU M300penn
CKJIAJICKUE CHCTEMBI, CTATUCTUYECKUI KOHTPOJIb M TEOPUHU IMPOU3BOACTBEHHBIX MPOLIECCOB (IIPH-
MEHSIEMbIC U B aBTOMOOMJILHOM OM3HECE).

CepBHCHBIE KOMITAHUH TAKXKE JOJDKHBI IPUMEHITh CUCTEMHOE MBIIIJICHUE, OAHAKO 0O0JIb-
IIMHCTBO KOHCYJIBTAHTOB IO 0OCTY)KMBaHUIO MO-NIPEKHEMY TPATAT CIIMIIKOM MHOTO BPEMEHH Ha
«YABIOKW» — TOTOMY YTO T€, KTO MOXKET XOPOIIO 3aHUMAaThCS CEPBUCOM WJIHM MPOJakaMH, OYCHb
PEIKo UMEIOT TEXHUUYECKUH cKkiag yMa. OHM HUKOT/Ia HE U3y4Yalld TaKHUe MPEIMETHI, Kak 00paboTKa
MaTepHualoB WIN CTATUCTUYECKUI KOHTPOJIb IPOLIECCOB, U BPSAJl JIU MOTYT CO 3HAHUEM Jies1a 00Cy-
JIMTH TIOCIICTHUI BapHaHT TEOPUH YIIPABJICHUS 3aIacaMu.

Jlrobe3Hoe oOpamienue ¢ moabMu — 3T0 Tonbko 20 % Xxoporiero
oOcnmyxuBaHMs. boiee BakHas 4acTh — 9TO pa3pabOTKa TEXHOJIOTHU M CHUCTEM,
KOTOpBIE MO3BOJISIOT CJIeaTh paboTy XOpOLIO ¢ mepBoro pasza. Hukakue yinbioku
HE IIOMOT'YT BaM, €CJIX Balll IPOAYKT UJIU YCIyTra HE YCTPauBarOT BAlIEro KIUEHTA.

[IpenoTrBpamienre a0ObIX BO3MOXKHBIX OTKJIOHEHHH — Hambonee 3((eKTUBHBIN Crocob
yiydieHus Baiero cepsuca. Kuuru Oasapaca [lemunra, Dnusaxy M. [onaparra (kaura «Lens»),
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Taitut OHO (3TO YeNIOBEK, TOCTPOUBILUI IPOU3BOICTBEHHYO cucTeMy Toyota?) u I'ennuu Taryun
MOTYT CIIy’KUTh OTJIMYHBIMU UCTOYHUKAMU JIJIs cO3/1aHuUs 3()(HEKTUBHBIX CUCTEM OOCITY)KUBAHHUSL.

Jlyumwuii nmpumep pa3paboTKU yAauHOM cucTeMbl — uctopus npo McDonald's u kapTodens
pu.

Korna McDonald's Hayan uckath crocod roToBuTh Xopoiuuit kaprodeins ¢pu, B Llltatax He
CYILLECTBOBAJIO HALIMOHAJIIBHOIO CTAHAAPTA HAa 3TOT IPOAYKT. Y JIENapTaMEHTa CEIbCKOIO XO3sM-
CTBa MPOCTO HE OBLIO ONpPEAETICHUS COPTOB KapTodess, YToObl pa3IuyaTh KapTOLIKY OTIMYHYIO,
XOPOLLYIO U Y’KaCHYIO.

Kpome Toro, HUKTO He 3HaJ, A0 KaKOi TeMIIepaTypbl Ha/l0 pa30rpeTh Macio BO GPUTIOPHHULIE,
KAaK TapaHTUPOBATh IIOCTOSIHHYIO TEMIIEPATypy B TEUEHHE BCETO MPOLECCa U JaXKe KaK XPaHUTH
KapTOLIKY TaK, 4YTOOBI OHA HE MOPTUJIIACh.

HUccnenoBanus McDonald's B uTore noMoriu yCTaHOBUTb CTaHAAPThI KadeCcTBa 115 Aenapra-
MeHTa cenbekoro xo3sicTa CIIIA. Teneps crienmanicraM U3BECTHO, HA KaKOM I10YBE HA/l0 BbIpa-
LIMBATh KapTOo(eb, YTOOBI €0 KaueCTBO BCEI/1a COOTBETCTBOBAJIO TpeOyeMoMy. A /1715l TOTO, YTOOBI
KapTOILIKa Kapujlach OJUHAKOBO XOPOIIO KaXJIblii pa3, ObUIO0 pa3paboTaHO cHelHaIbHOe XKapod-
Hoe 000py/IOBaHuUE.

3TO MOXKHO CUMTaTh 00PA3LOM KIMEHTCKOro cepBuca. IIocBATUB CTOIBKO BpEeMEHU U3yue-
HUIO TOT0, KaK KapTo(enb pacTeT, XpaHUTcs U xxaputcsa, McDonald's rapanTupoBait To, 4TO BCSIKHIA
pas3, Korjaa BaM MOAA0T )KapeHYI0 KapTOIIKY, OHa OyJleT HEM3MEHHO BBICOKOI'O Ka4yeCTBa — IOTOMY
YTO IIPAKTUYECKH BCE IPUYMHBI, KOTOPBIE MOTYT €TI0 CHU3UTh, ycTpaHeHbl. Kak rosoput Taryuu:
«YeM OoiblIe OTKIOHEHUH Bbl MOKETE UCKIFOYUTh, TEM JIyullle Oy/IeT Ball IPOIYKT WIN YCIIyTay.
B ciyyae McDonald's npuiiock Hayatk C OYBbI, Ha KOTOPOM KapTOIIKA PACTET, U ONPEeICHHS
TOI'0, KaKyl0 KMCIOTHOCTb OHA JOJIKHA UMETh.

Bo Bceii cTpane monu, 3aHMMAaroIIMeCs JTy4IIUM CEpBUCOM, Hayau aymath kak McDonald's.
BospMmure ynpasienue 3anacaMu. B ero 0CHOBe JI€KUT IIPOCTON IPUHLIMIL: €CIU Y BaC HA CKIaae
HET TOT'0, YTO HYXKHO KJIUEHTY, TO BbI HE CMOKETE MIPEAOCTABUTh EMY 3TO. A pa3 Bbl HE MOXKETE AATh
KJIMEHTY JKeJIaeMoe, 3HaUuT, Balll CEPBUC HEJb3s cUUTaTh XopomuM. Ho kak caenars Tak, 4ToObl
Ha CKJ1a/ie ObLIO BCE, YTO MOXKET MOHAA00OUTHCS BALIMM KJIMEHTaM, IPUYEM B IOCTATOYHOM, HO HE
n30BITOYHOM KosindecTBe? OTBET: Ballld MMOCTABIIMKU JOKHBI BIAAETh HH(pOpMaLuei o npoja-
’Kax, a 3TO MOXKHO CIEJATh TOJIBKO € IIOMOLIBIO ACTAJIBHO IIPOAYMAHHBIX TEXHOJIOTUN U aBTOMATH-
3allMU BCEX BO3MOXKHBIX IIPOLIECCOB.

[Ipomnntoctpupyem npumepamu. OObIYHO Mara3uHbl NEPUOJUUECKHU JIEIaI0T 3aKa3bl y MPo-
u3BoauTeneH. Mexay 5TUMU 3aKa3aMU IIOCTaBIIUMK HE UMEET HUKAKOTI'O IIPEACTABICHUS O TOM, KaK
UAYT NPOAAKH, U HE MOXKET OBICTPO CpPearupoBaTh Ha U3MEHEHUE CIIPOCa.

U cpaBuute Takoi noaxon ¢ moaxonoM Wal-Mart, KOTOpEI B 3TOM TUIaHE UMEET OMIUYHbILL
CEPBHC: y HETO camasi JIydlllasi CKJIaJCKasi CHCTEMa B aMEPUKAaHCKOW po3HUYHOM Toprosie. Kaxnas
BEIllb Ha CKJIaJie UMEeT MITPUXKOA, U, KOIZla OHAa MPOJAETCs, 3TOT (aKkT 3aluChIBAETCS B KacCO-
BOM CYETYMKE. B KOHIIE [HS JaHHBIE U3 BCEX KACCOBBIX aIllIapaTOB OTIIPABIISIOTCS HE TOJIBKO Ha
ckinaasl Wal-Mart, Ho 1 mocTaBIIKKaM. Tak 4To MPOU3BOJUTENH BCETIa B Kypce Jell U, KOT/a 3arac
KaKoro-TO TOBapa yMEHBIIIAETCs, MOTYT IIOCTaBUTh €T0 Ha CIIEAYIOIIUH ke JIeHb. TakuM o0paszom,
B cucreme Wal-Mart u ckiaJi, ¥ MOCTaBIIMK 3HAIOT, CKOJIBKO TOBAPOB MPOJAETCS KaXIbIi IeHb, YTO
HaJI0 3aKa3aThb IIOBTOPHO, @ C Y4€M MOKHO IIOBPEMEHUTH. Bce 9TO MOTpsACarOIIe CHUKACT CKIIAJCKHE
pacxo.bl.

Ho Wal-Mart uzer eme fanblie. 31€Ch NOCTABUIMKOB MPOCAT YIAKOBBIBATH TOBAPHI TakK,
YTOOBI IPOJJaBell MOT JIOTHYHO U (PYHKLIMOHATIBHO PacCTaBUTh MX Ha noikax. (Hampumep, curepa

2 Toapobuee cMm.: OHo, Taiiutu. IIpousBoncTBenHas cuctema TOHOTBL. YXOAsS OT MacCcOBOTO MPOHM3BOJCTBA: Tep. C aHDI. /
Taiiutu OHo; nox pexn. B. A. Jlanugyca. — M.: IHCTUTYT KOMIUIEKCHBIX U CTpaTerHuecKux uccienosanuit, 2005. — 192 c. (3nech
U Jajnee IPHUM. pell.)
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MaKyroTcs BMecTe ¢ pyOamikamu.) Kpome Toro, npojaser] mpoBepsieT KOMIUIEKTHOCTD ITPH TTOMOIIIN
ammapara JJis CYMTBIBaHUS IITPUXKOI0B. EMy HE Ha/lo HUUEro CUMTaTh U 3allMChIBaTh. Tak Kak BCe
TOBApBl PETUCTPUPYIOTCS] ABTOMATUYECKHU, HET HUKAKOW BO3MOXKHOCTH YTO-TO TIEPEIyTaTh.

S Ob1 XOTe UMETh BOBMOXKHOCTh CKa3aTh 3TO M MPO HAIM aBTOMOOWJIH. BOJIBITMHCTBO M3
HUX UMeroT 17-3aauneiii VIN-kom,.

U ecth maHc, 4To0, €cau BaM Hao nepenucarh 100 Takux HOMEpPOB B JI€Hb, BbI OIIMOETECH
Kak MUHUMYM B ofiHOM. Takum o6pasom, y Hac 1700 mrancoB caenars omuoOKy (17 3HaKoB, yMHO-
»eHHble Ha 100 mMaiuH), U gaxke eciiu Bbl paboTaeTe ¢ TOUHOCThIO 99,9 %, BbI Oyznere coBepIiarh
2 omm6Oku Ha 100 mMammH. O4eBUAHO, YTO MITpUXKoAUpoBaHue Wal-Mart HaMHOTO JTydIIe.

3HaeTe, KTo MHE 00BSICHUII, Kak padoTaeT ckiajackas cucrema Wal-Mart? JIasun [mace, pe-
3WJICHT ATOW KOMIAaHWHU. DTO JEMOHCTPHPYET 3HaueHue, kotopoe B Wal-Mart npumaroT cBoei
CKJIQJICKOM CHCTEME, IEUCTBUTEIIBHO SBIISFOIICHCS (hOPMOI KIIMEHTCKOTO cepBrca. CaM Mpe3HICHT
(bupMbI BOBIICUEH B €€ pa3paboTKy U MojAepxKaHue ee padoTOCIOCOOHOCTH.

Cucremuslii mogxof coctaniusier 80 % obcmyxuBanus. OH MO3BOJSIET KaX/bIi pa3 J1aBaTh
UMEHHO TO, YTO HEOOXOIMMO KIIMEHTY, — M 3TO BaXKHEE YJIBIOOK M «CITacu00y.

OCHOBHBIE BBEIBOJIBI

— Ymo wmoocem notimu HenpaguibHo? IDTOT BOMNPOC BBl JTOJKHBI
3a/1aBaTh, pa3padaThiBas CBOIO cucTteMy. I[IpoBepbTe KaKIbIil 11ar, KOTOPBIA BBI
JieNlaeTe MpHU MPEAOCTaBICHUH CBOMX TOBApOB WIIM YCIYT, U PacCMOTPUTE BCe
BO3MOXHOCTH JJIsI OITMOOK Wi oTKJIOHEeHUH. [ToToM pazpaboraiite criocoObl MX
MPeIOTBPAIICHHUS.

— Ymo moorcem dvims asmomamuszuposano? VIcTionb3ysi KOMIBbIOTEPHI TIe
TOJILKO BO3MOYKHO, BbI HE TOJIBKO YBEJIMYUTE CKOPOCTH JIIOOOr0 NEHCTBUS, HO U
YMEHBILIUTE BEPOSITHOCTH YEIIOBEUECKOM OIIUOKH.

— Ilpucmompumecsy K npou3gooumensm, eciu bl Xomume OKA3bl8aAmb
xopouwue ycayeu. IMEHHO TPOU3BO/ICTBEHHBIE, a HE CEPBUCHBIE KOMIIAHUH CTPOSIT
CBOIO paboTy Hambosee panroHaibHO. OHU TOMXKHBI OBITH A7 BAC 00pa3IoM.
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maBa 6
YBonbTEe KOHTPONeposB

KoHTposnepsl nenaror jrozieid HeOpeKHbIMU. Eciu Bl 3HAETE, YTO KTO-TO ITOCJIE BAC IPOBEPHUT
Ballly paboTy, BbI He OyZIeTe IPOBEPATH €€ CaMH.

MpsI MHOTO JIeT paboTaiii 6€3 KOHTPOJIEPOB Ka4eCcTBa M MMEJIH WHCKC YIOBICTBOPCHHOCTH
kiueHToB (CSI) General Motors 6ombiiie 90. [ToTom MBI penuiig, 4To HauTydInii crnocod odecrie-
YUTh CTONPOIICHTHOE Kau€CTBO — 3TO MPOBOJAMTH CTONPOIICHTHBIA KOHTPOIIb, YTOOBI OTJIABJIUBATh
JlaKe MeJIbYaiIme mpoOJIeMBl.

W BOT MBI HaYaJlu HAHUMATh KOHTPOJepoB. CO BpEMEHEM MX Ha0palioCh CEMb YEJIOBEK, U
OHHU KOHTPOJMPOBAIIU KOKAYIO 3a/1ady Ha KaKIO0M mare. 3Haete, yro nony4wiock? Ham CSI u
Hallle Ka9eCTBO CHU3UJIKCh.

M3-3a TOTaJILHOTO KOHTPOJISI MacTepa MEpecTaid YyBCTBOBATh OTBETCTBECHHOCTH 3a CBOIO
paboTy 1 ropaAuThCs er0. «ECTh ke KOHTPOJIEPBI, BOT ITyCTh OHU U OTBEUYAIOT 32 BCE», — TOBOPUIIH
TEXHUKH.

Kora Mbl yBOJIHIIH BCeX KOHTPOJIEPOB, HAIl MHICKC YIOBJICTBOPCHHOCTH KIIMCHTOB U Kade-
CTBO pabOThI MOBBICHINCH. Terneps OHM €IIie BHIIIE, TAK KaK HAIM JIFOIW YyBCTBYIOT ce0s1 Ooiee
OTBETCTBCHHBIMH 32 CBOIO Pa0OTY, U UM HPABUTCS ITO OIIYIICHUE.

Ecnu pabota crenana HempaBWIBHO, COTPYIHHK, JOIYCTHBIIUH OIIHOKY,
JIOJDKEH UCTIPaBUTh €€ OeCIIaTHO, MOCKOJIbKY KOMITAHHs He TOJTyYHia JICHET 3a
HEKaYECTBEHHYIO PadoTy.

B tex peaxux ciayuasx, Korjna oJyH U3 Hac Jienaer paboTy He 0e3ynpedyHo, Mbl CTPaJaeM OT
3TOrO BCE: CTPa/laeT KJIMEHT, BbIHYKJICHHbIH 110 Halllel BUHE CHOBA PEMOHTHPOBATh MallIMHY; CTpa-
JTaeT aBTOLIEHTP, IOTOMY YTO €T0 peIyTalus TYCKHEET, IUTI0C Mbl HE ITOJTy4aeM JCHET 3a 3Ty padboTy
U TIPY ATOM HECEM YOBITKHU: B€/Ib MbI JOJKHBI OIJIAYMBATh TEIUIO, SIEKTPUUYECTBO, BOLY, TOMEIIe-
HUE, HaJIOTH BCE BpeMs, MOKa JieJaeM MOBTOPHBIN PEMOHT; CTpajaeT U caM BUHOBHHUK BO3Bpara
— OH TepeeNbIBaeT CBOI paboTy OecruiatHO. (DTO CHpaBEeAJIMBO: pa3 KOMITAHHS HE TMOTy4uiIa
OILJIaTHI 32 HEMPABUIIbHYIO pabOTy, TO M YEJIOBEK, OTBETCTBEHHBIH 3a 3TO, HE MOJIy4YaeT HUYEro. )

Kaxxaplit Bo3BpaT o0cykaaeTcs Ha HAIIMX YTPEHHUX BCTPEYax Mo KauyeCTBY, U PYKOBOJUTEIb
npomTpaduBILIErocs TEXHUKA 00s3aTeIbHO MOrOBOPUT ¢ HUM. Tak uTto MacTtep Oyzier 3HaThb, UTO
paboTa BepHyJach U OYEMY 3TO ITPOU3OLLIO.

WNHorna, koHEUHO, BUHBI TEXHUKA HET — BEJIb JIaXKE HOBAsl JIaMIla MOXKET IEPEropeTh uepes
CYTKH. 5] cam paboTas KOHTPOJIEPOM U BBIITYCTHJI MHOTO MallliH, KOTOPbIE ObLIN MPEKPACHO OTJIa-
JKEHbl Ha MOMEHT BBIXOJla M3 Tapaka, HO MOTOM BO3BpAIIaJIMCh MO pa3HbIM MpuunHaM. OJIHAKO
KJIMEHTY HET HUKAKOTIO Jieja A0 MPUYHH IpobaeMsbl U ynciia nposepsaoomux. Ecnu pabora cnenana
IJI0XO0, OH MPOCTO IMPUTOHSET MallIuHy 00paTHO.

Wrak, BHE 3aBUCUMOCTH OT HAIIUX YCWJIUH MpoOieMbl OylyT BO3ZHUKATh. DTO HEN30€XKHO.
Me1 Bce sronu U nenaeM omuOku. M, HecMOTpst Ha BCe MPOrpaMMbl TapaHTH Ka4yeCcTBa, IPOU3BO-
IUTeNnu OyayT MHOTJA BBITYCKaTh Je()EKTHBIE TPOIYKTHI.

Ho BmecTo Toro, 4T00b! MOXXKUMaTh Mj1e4aMu U roBoputh: «Hy 4to TyT nojenaenis, omnoKu
OyayT BCeria», Mbl OTCIIEXKHMBAEM, Kakasi padoTa J10JHa ObITh MepesiesiaHa, U MOocye ee UCIIpaBIie-
HUS IBITAaEMCSl yCTPAHUTh T€ HEJOCTAaTKU B Halllell CUCTEME, KOTOPBIE MTO3BOJIMIIM BHIMTH OpaKy.

[Ipouecc nomxeH UATH MPaBUWIIbHO, @ PAOOTHHUK JI0JIKEH UMETh HEOOXOAUMBIE 3HAHUS U MOJI-
JEPKKy. ITO BaxXKHO. MBI JaBHO OOHAPYKUJIH, UTO, €CJIM TOJIBKO pearupoBarh Ha IpoOIeMbl, Kade-
cTBO cTpagaeT. KoHeuHO, HY)KHO yCTpaHUTh MOCIEACTBUS HEKaYeCTBEHHOIO PEMOHTA, HO €Clii
3THUM U OTPaHUYMUTHCS, MOA0OHas mpolieMa OyzneT MOBTOPSATHCS pa3 3a pazoM. bonee meneco-
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00pa3HO HATH IPUYMHY €€ BOZHUKHOBEHHS (MBI IIPOBOMM TaK Ha3bIBAEMBIN aHAJIM3 KOPHEH MpH-
YHH) U HCIIPABUTh NPOLIECC OJMH Pa3 U HaBCeT/a.

[Mocne naeHTHUKAIK TPOOIEMBI MBI KJIACCH(PUIIUPYEM €€ TI0 TUITY PadOTHI U 10 3aHSITHIM
B HEll TEXHMKaM M MacTepaM. 3aTeM uileM ooure npusHaku. [loaydaem Ju Mbl 5kanoOsl, K Mpu-
Mepy, 10 MTOBOY BCEX MOYMHEHHBIX HaMH MHXEKTOpoB? EciM 3TO Tak, TO KOrJa Halld TeXHUKH
HOCJICAHUI pa3 MPOIUIM TPEHUHT TI0 UX PEMOHTY?

Bo3morkHO, Bee jkano0bl NPUBEAYT K OMHOMY MacTepy. Bo3MoXKHO, OH AMarHOCTUPYET Mpo-
011eMy HeTpaBWIBHO MPU KaXKI0M OOpaIlleHUH KIMCHTA.

Bot npumep. Y Hac OblT TEXHHUK, KOTOPBIN IPEKPACHO padoTall, HO C OTHUM HCKITFOUYCHUEM:
Ka)KIbIi pa3 BOSHUKAIIU ITPOOIEMBI C OTPEMOHTHPOBAaHHBIMU UM WH)KEKTOpamMH. KoHeuHO, MOXKHO
HPOAOJIKATH IIOBTOPHO YHHHUTB 3TH HHIKEKTOPBI KaXKIbIH pa3, KOI/ia KJIMEHT Ha HUX MoXKaiyercs. A
MO>XKHO ITOTIBITAThCSl yCTPAHUTh NPUYKHY ITpoliieM. B HameMm ciryuae penienue jiexaio Ha IoBepX-
HOCTH: OKa3aJI0Ch, YTO 3TOT0 TEXHUKA HE YUWIIU, KaK MPaBHIBHO PEMOHTHPOBATh UHIKEKTOPHI, U
MBI TIPOCTO MOKA3aJIM €My, Kak 3To Jenaercs. Kak roBoput JleMuHT, BBl MOXKETE 3HAaTh TOJIBKO TO,
YTO BBl 3HAETE.

Kpome Toro, MbI HayYHIIHCh OTCJIEKHBATh OMIMOKH U B OT/eNe Ipojax. Harmpumep, Mbl mipo-
CHM TepCOHAJI IIepeIaBaTh MOKYNATeN0 KaKAYI0 MAIMHY C OJHOCTBIO 3alpaBICHHBIM OAKOM H
cpa3y Ha3HauaTh JaTy MepBoro oocayxuBanus. Eciu Mbl 0OHapy)KuBaeM, 4TO 3TH BEIU HE ObLIH
ClleNIaHbl, MBI 3HaeM, KTO IMEHHO pa304apoBall KIIMEHTa, U 3HaeM, C KeM KOHKPETHO Hajlo0 OyneT
HIOTOBOPHUTb.

Ecnu «6naromaps» npo0ieMe Bbl HCIIPABUIIN CHCTEMY — 3HAYUT, OHA CMOIJIA COCITY)KUTh BaM
U 100pyI0 CITyKOYy.

OCHOBHBIE BBEIBOJIBI

— Ecnu y sac ecmv xonmponepwoi, usbasomecs om nux. KoHTponepsl He
YAy4IIaloT KayecTBa.

— He naamume n100sam 08asicovt 3a 00Hy u my dce pabomy. HUKTO u3 Bac
— HY KOMIIaHUsl, HU pabOTHUK — HE JOJKEH MOJIYYUTh JICHET 3a paboTy, KOTOPYIO
MIPUXOAUTCS NIepeebiBaTh. [I[peBocxoqHoe 00CTyKMBaHUE U FTApaHTUHU KaueCcTBa
CTpPOSITCS] Ha MaPTHEPCTBE.

— Tosopume 06 owudkax. YUYUTHIBAlTE KaXIYH paboTy, KOTOPYIO
MPUILIOCH TMepenesbiBaTh. Kak TONbKO MOSABIsSETCS OIIMOKa, UCIIPABISHTE ee.
[ToTom uiuTE €€ MPUUMHBI.

— IIposodume edxceonesHvle coseujanus no Kaiecmey — 4YTOObI MUMETH
BO3MOXXHOCTh OOCYIUTh MpPOOJNEMBbl. DTH COBELIAHMS JOJDKHBI MOCEUlaTh He
TOJBKO pyKoBonmuTenu. [lpurnacure nroaei, HEMOCPEICTBEHHO BBIMOIHSABIINX
paboty u obmaBmuxcs ¢ KirneHToM. OOBIYHO UIMEHHO OHU XOPOIIO 3HAIOT, YTO
MIPOUCXOIHUT.

— Hwume obwue npusnaxu. Codbupaiite 10cTaTOYHO WH(GOPMAIUHU, YTOOBI
BBISIBJISITH TEHICHIIMH U TPOOIEMHBIE 001aCTH.
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maBsa 7
YBonbTe MeHeaXepoB, OTBEYaroLWMUX
3a OTHOLUEHMA C KNMMeHTaMm

Kak TonbpKO Bbl M30aBUTECH OT CBOUX KOHTPOJIEPOB, BBl MOXKETE TAKXKE YBOJIUTH COTPYIHU-
KOB, 3aHMMAIOLIMXCS] OTHOILIEHUSAMH ¢ KiHeHTaMH. O0cIyKMBaHUE KIIMEHTOB — CJIMIIKOM BakKHas
IITYKa, 4YTOOBI OCTABJIATH €r0 JEeNapTAMEHTY «OTHOIIEHHUH C MOTPEOUTEISIMI.

3aHuMarbCcsi 00CITYy)KMBaHUEM KJIMEHTOB JOJDKHbI Bce. KIMEHTBl cyasar o cepBuce Mo
Kas#cOoMy 4elIOBEKY, C KOTOPBIM UM IPUXOAUTCS B3auMojieiicTBoBarh. Eciu kaccup rpy0 uimm npo-
JlaBell He XO4YeT MOMOYb, KIIMEHT JyMaeT, YTO OH MOJIy4aeT Y)KACHBIA CepBHC — BHE 3aBUCUMOCTH
OT TOI'0, HACKOJIBKO JIPY’KENFOOHBI, TEIUIbI U FOTOBBI IOMOYb COTPYIHUKHU OT/ETAa OTHOIIECHHUH C
kiaueHTamu. U on npas! Ero deiicmeumensno yxacHO 00CTyKUIH.

CotpyaHuku, o01IaoIrecs ¢ KITMEHTaMU, TOJIKHbI UMETh TOTHOMOYUS IS
pelIeHUs uX MpooJIeM.

3mech BOBHUKAET MHTEPECHBINM BOTMpoc. ECTh cTapas Texacckasi moroBopka: «Jlyurmiee ymo-
OpeHue — cien HOrU gepMepay. ITO 3HAYMT, YTO JIYUIIUH CIOCOO rapaHTUPOBaTh MPABUIbHBIN
XOJl JieNla — IPUCYTCTBHE (epMepa (TO €CTh B HAllleM CIy4yae — XO35MHAa) B JIOOOM KOHTAKTE C
KJneHToM. U 310, KOHEYHO, €IMHCTBEHHBIN CIOCO0 rapaHTUPOBATh OTIIMYHOE 00cTyxuBanue. Kto
Jy4llle X0391HA MOXET JOOUTHCS TOTrO, YUTOOBI O KaXKJIOM KJIMEHTE 1103a00THUITUCH?

[Ipobnema Takoro moaxoma oueBuAHA. Eciu X035uH cobnpaeTcst o0marhes ¢ KaXKIbIM KITU-
€HTOM, OM3HEC HUKOI/Ia HE BBIPACTET 3a MPEEIIbl TOTO, YTO MOXKET CJIeaTh OAUH YesoBeK. UToOb!
pacCHUIUpPHUTH AHAIOTHIO — PepMep HE CMOXKET yMPABIATH 00Jiee YeM OJHOUN PepMOH.

[Ipencrasnsiercs, uto 60mnee rhdexTuBHON M1 Ppepmepa (6occa) OyaeT cuTyarusi, Koraa
KaoicOblll €T0 COTPYAHUK SIBISIETCS MPEACTaBUTENEM 110 oO0cTykuBaHHi0. CKaXUTe BCEM B KOMIIa-
Huu: «Ecnu y kiaMenTta ectb npobiema — pemute ee. Eciu He MoXeTe pelnTh, 030BUTE CBOETO
MeHemkepa. Eciy oH He MOXKEeT CIipaBUTHCS, BI30BUTE T€HEPAIIBHOTO IUPEKTOPa, HO A00eiTech,
yTOOBI MpoOIeMa Obl1a pemena. HemenineHHoy.

DTy KOHUENIMIO HEJEerKo MPUHATh, OCOOEHHO €Ciu Bbl paboTaere B OOJBIION OpraHU3a-
uuu. Korna General Motors Havyana nporpamMmy 00CITy>KHBaHUs KJIMEHTOB, B OJHOM U3 €€ ITyHKTOB
OBLIO CKa3aHO, YTO B Ka)KJIOM aBTOLIEHTPE, TOPIYIOIIEM MX MallMHAMM, JTOJKEH ObITh MEHEIKep
110 OTHOIIEHUSM C KJIueHTamMu. OJJHaKO MBI PEIIMIIM HE 3aBOJIUTh Tako H0KHOCTU. [Touemy?

Cama 1o cebe uzest UMeTh JIeTIapTaMeHT 110 OTHOIIECHHUSIM C KIIMEHTaMH Herioxa. JTo MoKa-
3bIBAET Ballly 3a00Ty 0 KJIMEHTAaX U O JIFO/IAX, KOTOphIE BeyT ¢ Bamu 6usHec. Ho eciu Bel He Oyzere
HMMETh OTJICTLHOTO JIeTIapTaMEHTa, Bl MOXKETE 103a00TUTHCS O KiMeHTax Oonee 3hPexkTuBHO, a
Ballll COTPYAHHMKHU CTaHYT OT 3TOro Ooiyiee cuacTMBbIMU. MbI ciopuin 00 3ToM ¢ GM MHorue
TOJIbI.

[ToToM mosIBMIICS MHACKC YIOBIETBOPeHHOCTH KiIMeHTOB (CSI), 1 OH y HacC oka3aJjcs BhIIIIE,
YeM y TeX aBTOLEHTPOB, KOTOPbIE UMENN B CBOEM ILITAaT€ MEHEHKEPOB MO0 OTHOUICHUSIM C KIIMEH-
TaMu, Tak 4To GM B KOHII€ KOHILIOB PELINII, YTO MbI HE TaK YK U IUIOXH.

[TpuoputeT HOMEp OJUH B HAIIMX ABTOLEHTPAX — 3TO YIOBJIETBOPEHHOCTh KJIMEHTOB. He
Ba)XKHO, KaKyl0 paboTy Bbl BBINOJIHSETE, HO, €CJIM Bbl HE JieJIaeTe KJIMEHTa JOBOJIbHBIM, Bbl Y HAC
JI0JIT0 HE IpopaboTaeTe. ITO CKa3aHO OUEHb ICHO. BBl MOKeTe ObITh JTYUIIIMM MPOJABLOM, JTYUILIUM
TE€XHUKOM, HO eciu Bail CSI HeBBICOK, BBl OKa)KE€TECh Ha 000UMHE, TOTOMY YTO, €CJIM KIMEHT He
3aX04eT K HaM BEPHYThCS, Mbl BCE CTaHEM 0e3pabOTHBIMHU.

OCHOBHBIE BEIBOJIBI
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— Henapmamenm omHoweHull ¢ KIUeHMAamu oOmoaisiem 8ac onm KiueHmos.
Tak 4TO HEe co3JaBalTe €ero.

— Ilossonbme sawum compyoHukam nosabomumoecsa o Kiuenme. Ecmm
KOKABIH paOOTHUK SBISETCS TIO COBMECTHTENHCTBY CHEIUAIUCTOM IIO
KIIMEHTCKOMY CEpBUCY, TO OH JOKEH HMETh BO3MOXHOCTH JOOWBATHCS
YIOBJIETBOPEHHOCTH KJIMEHTA.

— Hem nuueco saoscnee xnuenma. PaOOTHUKH OJDKHBI 3HATH, YTO BHE
3aBUCHMOCTH OT 00beMa MPOJaX WIH OT UX MPOU3BOAMTEIHHOCTHU Tpyda OHHU
OyIyT yBOJICHBI B CJIy4ae HEMPaBUIHHOTO 0OpallleHus ¢ KIIMEHTOM (WM CBOMMHU
KOJUJIETAMH ).
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maBa 8
HdenanTte BCe nNpaBUNbLHO C NepBOro pasa

Moit npyr, nupekrop LleHTpa uzydyenus po3Huibl B YHUBepcutere Texaca, mpoBea MOYTH
BCIO CBOIO MPO(ECCHOHANBHYIO KU3Hb, Pa3roBapuBas C JIIOAbMH U MBITACh MOHATH, YETO OHU
XOTSIT, KOT/Ia TOBOPAT O KauecTBe oOciayuBaHMs. M mpumien kK BbIBOMLY, YTO Ui KIIMEHTOB HET
HUYETO Ba)KHEE BHITIOJTHEHUS O0CIaHui.

«OK1IaHMs KIMEHTA 10 MOBOY YCIYT YETKHUE U SICHBIE, — TOBOPUT OH CBOMM CTYJIEHTaM
U MPEACTABUTEISIM KOPIIOPALIMM, KOTOPbIE HAHUMAIOT €r0 B Ka4eCTBE KOHCYJIbTaHTa. — KineHTsl
XOTSIT, YTOOBI COTPYIHUKU OOCTY>KHUBAIOLIUX X OpraHU3aIl[Uil XOPOIIO BBINNIAIEIH, ObLTH OT3bIB-
YUBBIMU U YBEPEHHBIMU, COUYBCTBOBAJIM UM, i CAMO€ TNIABHOE — YTOOBI CaMH OpraHU3aIluu ObLIN
HaJCKHBIMH. Kuenmol xomsm, umodwvl (hupmol Oenanu mo, 4umo obewaom.

Bcenomuute People Express. Mnes Obina BenukonenHa. OHU NEPEHOCUIIH Bac U3 TOUYKH A B
TouKy b mouTH 3aapom — B HEKOTOPBIX cllydasix Bcero 3a 19 nomnapoB. OHM BTUCKMBAJIU Macca-
YKUPOB B CAMbIii HE3aMBICJIOBAThIA CAMOJIET U 3aCTABIISUIN 3aIJIATUTh 3 A0JUIapa 3a KaX bl 4eMO-
naH 1 50 EeHTOB 3a KaXKAylo Jamky kode Bo Bpems moneta. Ho ux KJIMEHTOB 3TO HE 0COOEHHO
0eCroKOMIIO, TaK KaK OHU IMOMaJaid B HY)KHbIE UM ITyHKTHl HA3HAYECHUS JICIICBIIE, YeM €CIH Obl
exaju Ha aBTo0yce.

Oto Obna Benukas unes. Ho People Express B koHIIE KOHIIOB MpOTopen, U MpuunHa Oblia
pOCTa: KOMIAHUs HE JeprKalla CBOEro CJI0Ba. Pelickl MOCTOSHHO OMa3/abIBajiy, U, MPUJIs B a3po-
MOPT, BBl HUKOTZIa HE MOIVIM 3HATh, Y1aCTCS JIU BBUIETETh B CPOK.

Jlydirass B Mupe cructema KIMEHTCKOTO CepBHUCA SIBISECTCS U CaMOM IPOCTOM: JIEJIAH TO,
YTO OBELIAJL, U JEJIAW OTO C ITIEPBOI'O PA3A.

CHuIIKOM 4acTo JIOIU, TOBOPS 00 0OCITY)KHMBaHUM KIIMEHTOB, TPATAT BpeMs Ha OObICHEHUE
TOTO, YTO JIeNaTh B ciydae omuOku. KoHeuHo, o4eHb BaXKHO MCIPABUTh WM KOMIIEHCHPOBATH
IUIOXO CHEJaHHYI0 paboTy, HO €CIU BbI CJeNiaji BCe MPABUIIBLHO Cpasy, TO BaM MPOCTO HE 3a YTO
Oynet u3BMHATHCA. B camoii cBoeil ocHOBe xopoliee 00CIy)KMBaHHUE KIMEHTOB TpeOyeT OT Bac
MPAaBUJILHOTO BBHITIOTHEHHS paOOThI B MIEPBBIN Ke pas.

Jlyymium mpumepom g 3toro siisiercst Lexus. OOmenpuHsTas MyApOoCTh MOKYyMaTenen
HOBBIX MaIIMH Bceraa Oblia Tako: «He mokymnaii HOByI0 MalllMHy B MEPBLI O/ €€ TPOU3BOICTBA.
Jait um ron Ha ucnpasieHue omubok». Ho cerogns morpedburenu 60bliie He JAIOT MPOU3BOIM-
TEJISIM TaKOTO JIbFTOTHOTO Meproa. BOKpyr CIMIITKOM MHOTO Ka4€CTBEHHBIX MPOAYKTOB. BbI 1160
JiesiaeTe MPaBUIBHO C TIEPBOTO pasa, TM00 OCTAeTECh HABCET/AA MO3aH.

Lexus noxa pykoBoactBoM JI3itBa Mnnunresopra u Tena Toitoasl noHsn 3170. OHU NOTpaTHIIN
CEMb JIET Ha HEYCTAaHHYIO MOTOHIO 32 coBepuieHCTBOM. OHu noctpousiv 400 mpoOTOTUIIOB BMECTO
0OBbIUHBIX 12 1 MpoBEepUIIN MAIlIMHY Ha MHOXeCTBe okyc-Tpymil. [I3iiB mocrosiHHo padotan 100
yacoB B Henento, a Tex mepese3 cBoro cembio B CIIIA B camoM Hadane mpoekTa, 4YToObl OBITh
YBEPEHHBIM B TOM, UYTO OT €r0 BHUMAaHHUs HUYETO HE Y»KOJb3HET. HUuTO M He yckoib3Hyno. OHu
CZeJIalli BCE NMPABUIILHO C MEPBOIO pasa.

Botr 4TO T1aBHOE IS KJIMEHTA: BBl CAEpXaiu cJI0BO? BeimonHeHue
coOCTBEHHBIX OOCIaHNH HAMHOTO BaXKHEE, YeM BCE YIIBIOKH U ITOKOJIAIKN B MHUPE.

Jlenatp TO, 4ero ot Bac KIYT, U TOTJa, KOT/a 3TOr0 JKIYyT, — 3TO HACTOJIBKO MIPOCTOM cr1ocod
XOpPOLIETo 00CTyKUBaHUS, YTO JIFOU YacTo 3a0bIBatoT 0 HeM. Ho Benlb BceM HpaBUTCS, YTOOBI Je1a
uu miagko. [IpoGiema B TOM, YTO 3TO MPOUCXOAUT JAJIEKO HE BCET/a: COIVIaCUTECh, HE TaK YK
PEIKO B pecTopaHax IUIOXO FOTOBST €11y, a B aBUAKOMIIAHUAX TepstoT Oarax. U He kaxeTcs Jiu BaMm,
YTO KOIUP JIOMAeTCsl POBHO Uepe3 mojrdaca rnociie yxoaa Macrepa?
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3a MHOTHE ToJsl Mbl pazpaboranu «OCHOBHBIE BOMPOCHD», COCTOSIINE U3 AECITH MYHKTOB,
KOTOpBIE TOMOTAIOT HaM BBIMIOJHUTH PaboTy ¢ mepBoro xe pasa. [Ipexae uem MeHSTh YTO-TO, Mbl
BCErJa 3aJaeM 9T JECSITh BOIPOCOB U UIIEM YCTPaUBAIOIIMI HAC OTBET HAa Ka)/Ibli U3 HUX. BoT
3TOT CHHCOK.

— B yem nmonb3a u1st kiiveHTa?

— CMOeT 1T KJIMEHT JIETKO MOHSTh, B YeM COCTOMT 3Ta Mojb3a’?

— Kak u3mensrcs 0053aHHOCTH HAIIUX PAaOOTHUKOB?

— Kak sTa uyes unm nmporpaMmMa NoBIUsET Ha HAIIM CYIIECTBYIOIINE CUCTEMBI?

— EcTp 11 ipriMepsl yCrenrtHoro BHEAPEHHs 4eT0-TO MoA00HO0ro? YTo Mbl MOXKEM H3BJIEUb
U3 9yXKOro OomnbiTa?

— YTO MOXET MONTH HENPABUIBHO?

— JlacT 11 3TO HaM MPEUMYIIECTBO Mepel KOHKYpEeHTaMu?

— CkonpKo 3TO OyIeT CTOUTh?

— Ilo3BonuT 111 3T0 3apaboTaTh?

— Korna Ham crieyet npuCTynuTh K OLEHKE pe3yabTaToB?

A BOT Kak 3T0 paboTaet Ha npakTuke. KTo-To mpeioui nCroib30BaTh yCKOPEHHBIHN MOps-
JIOK BBIJIaUM 3aKa30B B HAIIEM OTJel€ OOCIYKHMBaHUS — KaK B OTENIAX JAENAeTcsl yCKOpeHHas
BBIMKCKA FOCTEN: KIIMEHT JaBaji Obl HAM KOIHUIO CBOCH KPETUTHON KapTOUKH, OCTABIISAS MAIIMHY B
cepauce. [1o okoHuaHuM pabOT MBI ObI 3ATOTHSIIN CIUII, KJIAJH KBUTAHIIUIO B «0apaqyoK», 3aKphl-
BaJIM MAalIMHY W OCTABIISLTU €€ MIepe]] aBTOLIEHTPOM, YTOOBI KIIMEHT MOT 3a0path ee B J1r0b0e y100-
HOE BpeMsl.

Bce 510 3Byuano Herioxo. Knnentam He Haj0 %aaTh B O4epean Ui OIIAThl CUETa, a CTOU-
MOCTb pabOThl OHM 3HAIOT 3apaHee, TaK KaK Mbl JaeM rapaHTUPOBAHHBIEC KAbKYISIUH.

MpbI HauasM MPOBEPSATH ATy UJCIO TI0 HAIIEMY CIHCKY B MOMCKAX MOTEHUIUATIBHBIX IPOOIIEM,
KOTOPBIE MbI MOTJIH YITyCTHUTb.

— B uem nonvza ona kauenma?

310 sicHo. OH MOT OBl TOKUHYTH aBTOLIEHTP OBICTpPEE U HE CKy4aTh 3/1€Ch JIUIIHEE BPEMs.

— Cmooicem iy KiueHm J1e2ko NOHAMb, 8 4eM COCMOUm 3ma noisv3a?

DTO0 OueHb BaXXHO, IOTOMY YTO €CJIHM KIIMEHT He MOHUMAET UAEH, TO, KaKoW Obl BEIMKOI OHa
HU ObLIa, OH HE YBUJUT HUKAKOH BBITOABI OT HEe.

B nanHOM ciyyae Ham Ka3anock, 4To mpobieM ObITh He TOMKHO. Pa3 MbI cka3alu «yCKOpeH-
Hasl BbIJIaua 3aKa30B», TO KIMEHTHI CKOpPEee BCETO MOIYyMAarOT MPO TOT CIIOCO0, KAKUM OHM OTLIA4U-
BAIOT TOCTUHUYHBIE cueTa. M 1axke JTromu, KOTOphle HEYacTO ObIBAIOT B OTEISAX, BOCIIPUHUMAIH ATy
UJICI0 XOPOIIIO, KOTJIa Mbl PacCKa3bIBallU O HEH.

— Kax uzmensames ob6s3anHocmu Hawux pabomuuxkog?

B sTom criydae MuHrManpHO. MacTepaM MPHUILIOCHh ObI BEITIOTHHUTD JIUIIH HECKOIBKO JTOTIOJ-
HUTENBHBIX JIBIKEHUH — C/IeTaTh KOMUIO KPEAUTKU KIMEHTa, KOTJa OH OCTaBIsUl MAIllMHY y Hac.
Tak Kak 3TO pa3rpyajio HallluX KaCCUPOB, MbI PEIIUIIU, YTO UTPA CTOUT CBEY.

— Kax sma udes noenusem na nawu cywecmsyrowue cucmemol?

CoBceM He MoBIUsACT. [TaBHOE OTJIMUYKE — B CIOCOOE BBIIaUM TOTOBBIX MAIUH KIMEHTaM.
Teneps TEXHUK IO OKOHYAHUU PAOOTHI MapKOBaJl OBl MAIIMHY HE HA 3aJJHEM JIBOpE, a IMepe1 aBTO-
LEHTPOM.

— Jlenaem nu 2mo kmo-nubyos ewje? Umo Mol MOK*CEM U36€Ub U3 UYHCO20 ONbIMA?

51 e mo0ito OBITH MHOHEPOM B ueM-ubo0. Kak rmacut crapas moroBopka, muoHEpHI — 3TO
T€ JIFOU, KOTOPBIE MOy4atoT CTPEIbl B CIUHY. | 1e TOIBKO BO3MOXKHO, MBI JTFOOMM 3aUMCTBOBAThH
y APYTUX U YYUTHCSA HA UX OLIMOKAaX, BMECTO TOTO YTOOBI JIeNaTh OMUOKK caMuM. B Hamem ciry-
4yae Mbl 3HAJIM, YTO Macca OTeJIel MPUMEHSIET YCKOPEHHYIO BBITUCKY TOCTe. CBOIO CUCTEMY MBI
CMOJICJIUPOBAIIM HA ITOM OCHOBE U MOTIIM HE 0COOCHHO OECITOKOUTHCS.

— Ymo moorcem notimu HenpaguibHo?
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Ha uto yromno! IlpaBna, mocie BHUMATENFHOIO PAaCCMOTPEHHUSI OKA3aJOCh, YTO HUKAKas
U3 NOTEHIMAIBHBIX Mpo0JieM He ABiseTcs Henpeoaonumoi. OHa u3 mpooiemM — MaluHy MOTYT
ykpactb. OHa BeJib Tenepb OyJIeT 0CTaBaThCs HE Ha TEPPUTOPUH aBTOCEPBHUCA, 32 3aKPBITHIMH BOPO-
TaMH, a CHapYXH, IJe KIUEHTY (1, K COXKaJICHUIO, BOPY TOXke) OyIeT Jierde 70 Hee po0parbes. Ho
MBI OTMETWJIH, YTO, €CIIM OCTABIISATh MALIMHY HEMOCPEICTBEHHO IO HALIMMU OKHAMH U 3aKpBbI-
BaTh €€ JIBEPH Ha 3aMOK, Bce OyzeT B mopsiake. Ho mes 3akppIBaTh JBEpH MallIMHBI HAa 3aMOK ITPH-
HecJa IPYTYIO0 CIOKHOCTB: TeTepb KIMEHTY HaJI0 ObLIO UMETh JBa KOMIUIEKTA KIIFO4eH ISl CBO-
ero aBToMoOmiss. OH MBI 3alIMpaeM BHYTPH MAIIMHBI TIOCJIE TOTO, KaK OTPEMOHTHPOBAIU €€ U
BBIBEJIM Ha CTOSTHKY. A KIIMEHT OTKPBIBAET CBOIO MAIlIMHY BTOPBIM HaOOpoM Kiroueld. (PaHbIie Mbl
niepeaBaid UM KIIIOYM M3 PYK B PYKH, KOTJ]a OHU MPUXOAMIH 3a0UpaTh MaluHy.) MBI JOIKHEI
YIOCTOBEPHTHCS, UTO Y KIIMEHTA €CTh 3TH JONOJIHUTENbHBIE KiItoun. Ho axke eciau ux HET, 9TO He
CTpAIHO: MBI U3TOTOBHM 3aracHbIE.

Ho nnst camoii Gonbiioit mpoOieMbl He OBUTO peIIeHHs: HEKOTOPBIE JIFOIH, IyCTh JTaXKe UX
HEMHOT0, IIPOCTO He OyyT HaM J10BepsTh. IM He moHpaBmiIack ujies 1aBaTh HaM KOIHIO KPEIUTKH
710 OKOHYaHUsI pabOoTHI (XOTSI OHM TOYHO 3HAJIM, YTO MBI HE BO3bMEM OOJIbIlIe IeHET, 4eM 0003Ha-
YHJIM B KaJIbKYJISIMH ). MBI HE MOTJIM JOOUTHCS MX IOBEPHSI HUKAKMMU CHIIAMH, TaK YTO MBI ITPOCTO
niepecTaiu 3a 3To 6opoThcs. Ho BceM ocTanbHBIM Ujiesl IOHPaBHIIACh.

— Hacm au smo nHam npeumyujecmeo nepeo koukypenmamu? Jla. 970 IMEHHO TO, YETO HE
ObLIO y APYTUX. DTO €lIe OAMH CII0CO0 0CTaBaThCs BIEPEIU BCEX.

— Ckonvko smo 6yoem cmoums?

Hemnuoro. Ham Hasto 06110 M3rOTOBUTH KAPTOUKHU C OMTMCAHUEM IIPOTPAMMBI, 1 MBI 3aKa3aJIH
HECKOJIBKO CTEH/IOB C HaAMHChI0 «CIIpoCUTe HAaC PO YCKOPEHHYIO BhIavy 3aka3oBy. Bce aTo cro-
uio posnapos 500.

— Ilozeonum nu smo 3apabomams?

MBpbI 4yBCTBOBAJIM: BCE, UTO JENAET KHU3Hb KIMEHTA Jierdye, MPUHECeT HaM MpHObUIb. Benp
3TO JaeT KJIMEHTY eIlle OHY NMPHUYNHY BECTH JeJia C HaMU.

— Kozoa nam naoo 6yoem npucmynums K oyenxe pezynvmamos? Mbl pelnian IpoBepsTh
XOJI Jienia Kk Ipli Mecsl. W MOHsIM, 4TO MHOTHM JIFO/ISIM HOBasl UJiesl IOHPaBHUIIACh.

Ectb emie napa 3ameyanuii.

[MepBoe: moaxox «aenaTh NPaBIIBHO C IEPBOTO pa3a» KacaeTcsl He TONBKO YCIIYT, HO U TOBa-
POB, KOTOpbIE MBI TIpoAaeM. MBI 00s13aHBI MIPOJABATH JIydIllee U3 BOZMOXKHOTO. YeM nydie npo-
IYKT, TEM MEHBIIE BEPOSATHOCTh TOTO, YTO KIIMEHT OyIeT UMETh C HUM IPOOJIEMBI.

Bropoe: BbI MOXETe 3aMETUTh, YTO MBI TOBOPUM PO BapUAHT «30JI0TOTO TPaBHIIa»: MPO-
JlaBai JIIO/ISIM TaKMe BEIIM, KaKUe caM XOTel Obl UMeTh. Eciy KIIMeHT He 3HAaeT PasHUIbl MEKIY
NPOAYKTOM A M MPOAYKTOM b, MBI peKoMeH/IyeM TOT, KOTOPBIil HaM CaMUM HPABHUTCS U KOTOPBIN
JIydIIe BCEro MOAOWIET MMEHHO ATOMY KJIIMEHTY C Y4ETOM BCEX M3BECTHBIX HAM OOCTOSITEIHCTB.
He cnenyer nognaBatbest co01a3Hy nmponark emy 0ojiee JopOoroi MpoxyKT ¢ 0oJbliel NpuObLIbIO
WM, HA000POT, 3aJIe)KaBIINICS HEKa9YeCTBEHHBIN TOBAp.

Ecnu MBI ipo1aeM KIIMEHTY TO, 9TO HPaBUTCSI HAM CAMHM, Y HET'O CKOPEE BCETO OKa3bIBACTCSI
TO, YTO €MY HY)KHO, M 3TO 03HA4aeT, YTO MbI IPABHIIBHO BBIIOIHHUIA CBOIO padoTy.

OcHOBHBIE BBIBOZBI

— [lepoicume cn1060. BeINOIIHEHNE TOTO, YETO OT BaC 0KUJIAIOT, ¥ TOTa, KOraa
3TOT0 OXKMJAIOT, — 3TO MMHUMYM, HEOOXOIUMBIN Ul TOTO, YTOOBI Ballld YCIIyTH
CUNTAJINCh XOPOUIMMH.

— Ilpooasatime npodykm, KOMOpPbIlL 6AM CAMUM HPABUMCcs OONbuLe 8ce20.
Tonpko ecin BBl pEKOMEHAYETE JIy4IIUH MPOAYKT WM Ipeagaraere JydIlun
croco0 BBIMTOJTHEHUS PAOOTHI, KIUEHT OyJeT JOBOJIEH.
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— Bu Y3Haeme, 4mo 6bl Ha npasujibHoOM nymu... KOrga KIIMCHTblI HAYHYT
OXHnaarb OT BacC HpaBHHLHOﬁ pa6OTLI Ka)KI[BIfI pas. 1 Bam 3axX04€TCA, YTOOBI
KIIMCHTBI CYHUTAJIM 3TO €CCTCCTBCHHBIM.
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MmaBa 9
Korga 4to-TO nger He Tak

HecMoTpst Ha TO 4TO BBl HAHMMAETE JTyUIINX PAOOTHUKOB, TOCTOSHHO TOBOPUTE O HEOOXO-
JUMOCTH MTPABUIILHOTO BHITIOJIHEHUS pa0OTHI C IEPBOTO pPa3a v pa3padaThiBacTe CUCTEMBI JIJIS TOTO,
YTOOBI TAPaHTUPOBATH TPABUIIBHBIN X0 JIejIa, YTO-TO BCE PABHO MPUKITIOYUTCS. UTO nenarh B 3TOM
ciaydae?

DTO BaXKHBIM BOIIPOC, TaK KaK XopoIas paboTa CuuTaeTCss HOPMOM, a CUTYaIllH, KOT/a 4To-
TO MJET HE TaK, 3alIOMUHAIOTCA CHiibHEee. KIMeHThl 4acTo CyAsT 0 HaC UMEHHO 10 TOMY, KaK Mbl
paboTaeM ¢ UX MpoOIeMaMH.

Hrak, 9To MBI fenaem?

CHauana mbl u3BuHsiemcs. [lotom ucnpasinsiem npodnemy. Hemennenno. 3a nocnennue necs-
TUJIETUSA 5 IPUILEN K YOXKACHUIO, YTO 3TO U €CTh J[Ba KJI04Ya K paboTe ¢ jxkajo0amu.

Hrak, B IepByt0 ouepeb — U3BUHCHUS.

Bo-1iepBbIX, MbI IEHCTBUTENBHO HE TIpaBbl. OmmOKa He JT0JDKHA ObLTa Cy4uThes. Bo-Bro-
PBIX, U1 KJIMEHTa JIFo0as mpoobieMa OyaeT r1o0aIbHOM, JaKe €CIM ¢ Hallleld TOYKH 3PEHUS OHA
HE3HAUMTENbHA.

JlaBaiiTe npencTaBUM Ha MUHYTY, YTO Mbl 3aHMMAaeMCsl HE aBTOOM3HECOM, a BIIaJIeeM CEThIO
JOKMHCOBBIX MarazuHoB. Mbl MokeM mipoaasats 1000 map B eHb, U yCTh B cpeaHeM 4 maphl U3
HUX UMEIOT Kakoh-mubo nedekt. Ito 20 npobiem B Henemto, 1000 B To11, HO MBI TOBOPHM cele:
«Jlena-To y Hac uayt xopouo! N3 kaxnoi 1000 nponanHbix KUHCOB 996 xopomiue!»

Ho Benp kiment He nokynaetr 1000 mxuncoB, uin 100, unu naxe 10. OH nokymnaer ogHy
napy. U emy BoBce He uHTepecHO OyaeT yciblmath: «Hy, Takux mpobiaeM BIOIHE MOXKHO OXHU-
JaTh...», KOT/a OH MpUHECET CBOIO nedekTHyto mapy HaMm oOparHo. C ero Touku 3peHus, 100 %
TOBapa OKa3aJ0Ch OpPaKOM: OH KYIHWJI JKUHCHI, KOTOPbIE HEJIb351 HOCUTb.

OH He Xo4eT ciymarb pacckassl npo 99,6 % ycnexa uiam 4To MbI IIOJy4aeM OYE€Hb Majo
’Kaja00 OT HalUX KIMEHTOB. Y HEro mpoOiieMa, ¥ OH XO4YeT 3HaTh, YTO MBI COOMpaeMcCs C HEl
nenarb. M mepBoe, 4TO OH XO4YeT CIbBIIIaTh, — YTO MBI JECHCTBUTEILHO MCKPEHHE COXajeeM 00
OIIIHOKE.

OOBIYHO YCTHOTO U3BUHEHHMS 1O0CTAaTOUHO. HO eciu 11eHa ToBapa miu ycityrH ObLia BHICOKOH,
MBI MO’KEM M3BMHUTHCS MUCHBMEHHO, WIH MO TeledOoHy, UK Jaxke — eciu npolieMa cepbe3Has
(manmpumep, pojasell 3a0bLT 3a0paTh MAIIMHY HA OOCITY)KHBAHHE) — MTOCJIATh AI0KUHY PO3.

Kak npaBuiio, IpuHOCUT M3BUHEHHS TOT, KTO OOIIAETCS C KIMEHTOM — HalmpuMep, Ipojaa-
BeIl WJIM MacTep. 3a OOJIbIITNE IPeXU U3BUHACTCS MEHEKEP, a MHOTJIA M 5. A €CIIi MBI CJIOMaeM
BaIll aBTOMOOUJIb (K COXKAIEHUIO, TAKOE OBIBAJIO), U3BUHATHCS OyneT xaowcowii. (KoneuHo, Mbl Ball
ABTOMOOMJIb TTOYMHUM HJIH 3aMEHUM. )

Ho 49to ObI MBI HM A€NIalv, KIKEHT JOJKEH MOHATh, YTO MBI JIeJIaeM 3TO UCKPEHHE. Y Hac
HET CreuanbHON (GOpPMBI TSI U3BUHEHMIA, pa3pab0TaHHON Ha BCE CITyYau >KU3HH U BHITTOTHEHHON
tunorpadckum cnocobom. [Ipucnars Takyro Gpopmy — Bce paBHO UTO HE U3BUHUTHCS COBCEM. MBI
pearupyem Tak, 4ToObl y KJIMEHTa He OCTaBaJIOCh COMHEHUI B TOM, YTO MBI IiepexuBaeM. B koHIie
KOHIIOB, MBI M B CAMOM JieJie TiepekuBaeM. Har Ou3Hec cocTOUT B TOM, 4TOOBI 3a00THTHCS O HAIIIMX
KJIMEHTAaX, a He ObITh ICTOYHUKOM HX MPOOJIEM.

Hy xopomo, mbl u3BuHMINCE. HO 3TOr0 HemoctarouHo. Mbl HOMKHBI UCTIPABUThH TO, YTO
HaTBOpHIK. BoT, HampuMep, Kak Mbl paboTaeM ¢ MalIMHON, KOTOPYIO BEpHYJIM HaM IO MPUYHUHE
IJIOXOTO PEMOHTA.

Cpasy nocie u3BUHEHUI Mbl 3a0upaeM MalllHy B Ty MacTEPCKYIo, TJie ObLI MPOBEECH Mmep-
BBl PEMOHT, HE3aBUCHMO OT TOTO, CKOJIbKO MAIllMH OKUJAIOT oOcayxuBaHus. 1 padorars ¢ Helt
OyZeT TOT e TeXHUK, YTO U B MEPBHIil pas.
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Ho cHavasia ¢ HUM OTOBOPUT PYKOBOAUTENH. Belb BUHBI TEXHUKA MOKET U HE OBITh: MacTep
MOT JJaTh €My HEBEpHbIE HHCTPYKIIMH, UITU MOTJIa CJIOMAaThCsl KaKasi-TO JIETalb y’Ke MOCIe TOro, KaK
KJIMEHT 3a0pan MamuHy. Ho B 11000M ciiyuae Kak/plii J0KeH yOeAUTHCS, YTO OH SICHO TOHUMAET
POU3OIIIEIIIEE.

MpI u3BJI€KaeM XOPOIIUE YPOKH U3 HAIKMX OmnOok. OOcykaas uX ¢ TEXHUKaMH, MaCTEPaMU,
IPO/aBIIaMU, Mbl CHOBA M CHOBA YO€KIaeMcsl B TOM, HACKOJIBKO BaXKHO C/IeNaTh paboTy ¢ MEPBOTroO
pa3za. OTo MpUHOCHUT OOJIbIIIe MPUOBLIN, CHIXKAET KOJIMUECTBO OECIIaTHON paboThl, KOTOPYIO MbI
JOJDKHBI ClieiaTh, 1 YMEHBIIIAET CTPECC, UCIIBITHIBAEMbIN HAIIMMU KIIUEHTAMH.

Hukro He mo0uT, Korna mpo ero paboTy roBOpsT, YTO OHA OTBpATUTEJIbHA,
HO KpUTHKA KJIMEHTOB OoJjiee IleHHa, yeM noxBana. byner nydiie, eciu KIHeHThb
cCaMHU CKaXXyT BaM, KOrja Bbl cpaboTalld IJI0XO, YTOOBI BBl MOIJIM HCIPABUTH
npobsiieMy U He JOMYCTUTh €€ MOBTOpPEHUs. B MpOTHBHOM cllydae OHU MPOCTO
YXOIAT OT Bac M HHUKOrjga Oonbllie He Bo3BpamatoTcs. M 4to eme xyxe — B
OyayuieM BbI MOMAJETe B TOYHO TaKylO € CHUTYyallMio, 1 TOYHO Tak K€ OT Bac
OTBEpHETCS e1le KTO-HUOY/b.

Camas moOumast MHOH 4acThb Hatiel paboTsl — 3TO OeceIbl C JII0bMH, KOTOPbIE TOBOPSIT, UTO
BCE OBLIIO C/IeJIaHO BEJIMKOJIEITHO U OBICTPO.

A camas HemoOuMas — 3TO BBICITYLIMBaHKUE PacCKa30B O HalIMX npoBasiax. HeHaBmky, korna
MHe roBopsT: «Bbl 1ymaere, 4to y Bac 3aMedarenbHas pernyTanus? Tak s BaM ceiiuac pacckaxy,
YTO TYT CZEJIaji C MOel MalIMHONY. 51 4yBCTBYIO ce0sl y’)KacHO B TAKME MOMEHTBI, JaXKe €CIIU CO
MHOU TOBOPST BEXKIIUBO.

Ho umeHHO moTtomy, 4TO S HEHaBUXKY BBICITYILIMBATh KPUTHUKY, sl M XOUY, YTOOBI KIMEHTHI
TOBOPUJIM MHE 0 I1J10X0 padote. HyXHO 3HaTh, 4TO MBI Jiel1aéM HEMPaBUIbHO, YTOOBI UMETh IIaHC
HCIIPABUTH 3TO.

Kaxk y>xe roBopuiiocs BbIlI€, €CIH Mbl XOTUM, YTOOBI JIFO/IU CKa3aJd HaM O HalIMX HeJl0CTaT-
Kax, clelyeT JaTh UM POCTOM crocol caenarhb 3To.

OpHM XOTAT BhICKa3aTh BCE B I1a3a. MIM HY>KHO HEMEJJIEHHO JaTh BBIXOJl CBOUM UYyBCTBaM.
MeI cTapaeMcs He IepeOuBaTh UX, 1aXKe €CJIH C MEPBBIX CJIOB MOHSUIN, YTO MPOU30ILIO U YTO HAJI0
ucnpaBuTh. IM HE0OXOAMMO OTHOCTHIO BBITOBOPUTHCS. J[J1s1 HUX 3TO KaTapcuc.

Jlpyrue He 4yBCTBYIOT ce0sl yI0OHO, )KallysaCh TaKUM criocobom. IMeHHO o3ToMy y Hac eCcTh
aHKeTa U3 TPEX BOIIPOCOB BO3JIE€ KACCHI, BCE PYTUe aHKETHI U ONPOCHI, a TAK)Ke (POKYC-TPYTIIIbI.

Mpb1 X0TUM, 4TOOBI KJIMEHT BbICKAa3aj CBOM MpeTeH3uH. Eciin OH HEe0BOJIEH U IpoMoiTJall,
MIOYTH HaBEpHSAKA OH MPEKPATUT C HAMU OTHOIeHHs. OJJTHAKO MTPOBEJCHHbIE HAMU UCCIIEA0BaHUS
MTOKa3bIBAIOT, YTO, €CJIM MBI HCIIPABIIsiEM MTPOOJIEMY WIIH 110 KpaliHel Mepe TOBOPUM, UTO COXKaJIeeM
0 cBOEH olIMOKe, y Hac OCTAaeTCs XOPOUIMH IaHC yaep>KaTh KIUEHTA.

Wrak, HpaBUTCS 3TO HAM WJIM HET, HO MbI JIOJKHBI 3HATh, YTO MBI JieJIaeM HenpaBuiibHO. K
COKaJICHUIO, 3TO €TMHCTBEHHBIN CITOCO0, TTO3BOJISIONINN CENaTh B OyIyIIeM XOPOIIYIO padoTy.

Hano ormeruts emie onny Bemib. Korna Bbl ycranasiuBaere Juist ce0sl BBICOKHE CTaHAAPTHI,
00s13aTeIbHO HaMIyTCs JIFOAU, KOTOPBIE C HETEpIIEHHEM OyAyT »K/1aTh, KOT/a Bbl ocTynurech. OHU
OyayT UCKaTh (PAHTHK OT ’KBa4KH B TAPKOBOYHOM 30HE UJIM MPUMEP HE CaMOro JYYIIEro OTHOIIIE-
HUS K HUM CO CTOPOHBI BalllUX COTPYAHHUKOB.

Huyero ctpaminoro. 31o mpocTo eliie 0JuH MOBOJ ISl TOT0, YTOOBI cTaparbcs U30eraThb OlIn-
OOK U IIPOAOIIKATh COBEPILIEHCTBOBATHCS.

OCHOBHBIE BEIBOBI

— Koeda umo-mo udem ne max, uzeuHumecb. 9T0 HECI0XKHO, H KIUSHTaM
9TO Ba)KHO, HO TMOYTH HUKTO HUKOTIIA HE TOBOPHT, YTO €My OYEHB Kalb. [ToToMm,
HEMEJIEHHO TOCJIe U3BUHEHUM, UCTIPABETE MPOOIeMy B IPUCYTCTBHH KIIMEHTA.
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— Coenaiime mak, 4mobvl KAueHmy OblIO J1e2KO NOAHCAN08AMbCA. ITO
HENpUATHO, HO y Bac MO KpailHed Mepe OyleT IIAHC HCIPaBUTH IOJIOXKEHUE
BeEILEH.

— Hexomopuie nioou 6yoym uzeooums 6ac. YCTaHaBiIMBas [yl ceOs
BBICOKHE CTaHJApPThl, Bbl BIIOXHOBIISIETE HEKOTOPHIX BBIMCKUBATh BCEBO3MOXKHBIE
HeocTaTKu. Pacuienure 370 Kak erie 0JHy BO3MOKHOCTb CTaTh JIyUllIe.

— YV kaxcooeo 6visarom nioxue onu. Jlaxe y kiiueHToB. Eciiu oHU oTepsitoT
camooOaganue, npocture ux. Chaenaite mar K ToMy, 4T00bl OHU YyBCTBOBAJIU
ce0sl CIOKOHHO, Koraa OyayT MOTOM Bo3Bpamiarbcs K BaM. (OHM MOTYT OBITh
CcJIerka CMYIICHHBIMH. )
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Mmaea 10
Kak Bcerga MeTb TO, YTO HY>XHO BalLUMM KfIMeHTaM

Kax y»xe roBOoprIIOCh, OJIMH U3 JIyUIIHX CIIOCOOO0B MPE0CTABICHHUS XOPOIIHUX YCITYT — BHICITY-
IIMBAaTh MOXKEJIAHHUS KIIMCHTA U BBITIONHATH HX.

Ho kak jath KIUEHTY TO, YTO OH XOUET, €CIIM Y BaC ATOTO HET?

31ech caMoe BpeMst IOTOBOPUTH O BAYKHOCTH TMPABUIIHOTO YIIPABICHHS CKIIAJIOM.

OpiHa U3 TapaHTUi TOTO, YTO KJIMEHT HUKOT/A OT Bac HE YHJIET pa304apoBaHHBIM, — OTPOM-
HBIH ckian. Ho ator BapuaHT ciuiikoM foporoii. [logiepikanue Takoro ckjiajia CTOMT HEMAJIo, U
JYYIIUE criocod 0aHKPOTCTBA — UMETh OOJIBIION CKIIAJ U MAJICHBKHE MTPOJIAXKH.

Ectb npyro#i cnoco0 Bceraa KMETh TO, YTO HY)KHO KJIIMEHTY, — 3TO CHCTEMa y4eTa, KoTopast
TI03BOJISIET aHAJIM3UPOBATh COIEPIKUMOE BaIIIeTO CKJIa/Ia U IAeT BaM 3HATh, YTO Y BaC JJOJDKHO OBbITh
¥ 4ero He J0JDKHO. Takas cucteMa Mo3BOJIMT BaM TAKXKE M3MEPSATh CTOMMOCTD BAILIETO KaluTaa
(HarpuMep, PU CTOMMOCTH HAIITKX 3a11aCOB HOBBIX U ITOJICPYKaHHBIX MAIIIMH ¥ 3arm4acteii B 20 MITH.
JIOJUTapoB MpH cTaBKe 9,75 % ToaoBBIX HAIl KamUTall CTOUT 1,95 MIIH. J0JJIapoB B rOf).

Bot, Hanpumep, Kak MbI CIIEJMM 332 COCTOSIHUEM 3allacoB HAIIMX HOBBIX MarmuH. OOBIYHO
3aBOJIbI PEKOMEHIIYIOT JTWJIepaM MMETh 3amachl Ha cpok oT 60 mo 90 aHel; HO KOrja IEeHBI Ha
MaIluHbl BBIPOCIIM, YBEJIMYUB U CTOMMOCThH HAIIETO KalHWTaja, Mbl COKPATWIM HAIH PE3EPBBI:
TETNephb MBI JienaeM 3anachl Ha 45 nueid. (M ata nudpa craHeT eiie MeHbIIe: Iypy MpOU3BOJICTBA
Ha Cadillac I'appu Koyrep nmoo0Gerian cokpaTUTh CPOKHU MOCTABKH C IECTH JI0 IByX HENEb.)

Mg cTpeMuMcs cOanaHCHMpOBaTh HamM 3amackl st Beex moxeneid — Coupe de Villes,
Fleetwood u T. 1. Takum 06pa3om, eciiu y Hac He OyJeT XBaTaTh KAaKOW-TO OJTHOM MOZeNy Wik OyaeT
U30BITOK JAPYTOM, MbI OyJIeM 3HaTh, YTO 3aKa3bIBaTh, @ YTO HET.

OtcnexuBas nponaxu otnenbHon nuHelku (Eldorado) oTHOCHTENBHO CyMMapHBIX TPOIax
(Cadillac), Mmbpl MOXKeM 3aKa3bIBaTh OECTCEIJIEPHI, AaXKe €ClU 00IIue MPOJaKd PacTyT MEIJICHHO
(KaK 2TO BCeT/Ia CITy4aeTcsl 0Cjie OKOHYAHUS TPOTrpaMMBbI CKUJIOK). EcTh Besib HCKyieHHE BOOOIIIEe
HHUYETO HE 3aKa3bIBaTh, KOT/IA JIeJIa UIYT HE OYE€HBb XOPOIIO.

MBI OTCIIC)KMBAEM M CPOKH XpaHEHUs ToBapa. Eciin aBTOMOOMIIb HAXOMUTCS Y HAC OOJIbIIIe
45 nHeii, NoyKHA OBITh PUYKHA TOTO, YTO OH BCE €IIIe He TTPoJiaH. BeposTHO, ¢ HUM YTO-TO HE TaK.
MoskeT ObITh, OH HEMOJIHOTO I[BETA, HJTU TPSA3HBIN, WK CTOUT B yriTy. Hy)KHO MOI0WTH TOCMOTPETH
Ha HETO U MOHSATH, B 4eM Jiesi0. HaiiTn npruuuHy TOTo, 4TO TOBAp HE MPOIAETCS, TAK JKE BAXKHO, KaK
Y HalTH MPUYUHY XOPOIIHX MPOIaK.

Ho camoe Ba)xHOE U3 TOT0, 4TO MBI H3MEPSIEM, — 3TO JIOCTYITHOCTh, TO €CTh HACKOJIBKO YacTo
MBI IMEEM Ha CKJIaJIe¢ UMEHHO TO, YTO MPOCUT KIIMEHT. ECIIM y HAac HET TOro, 4TO €My HY)KHO, 3TOT
3alpocC 3alUChIBACTCS KaK MOTEPSHHAs Mpojaaxa. M Mbl TIIATEIbHO OTCJICKUBACM MOTEPSIHHBIC
NPOJ@XU. DTO €IIe OJUH CIIOCO0 BBICHUTH, YTO MMEHHO HY)KHO 3aKa3biBaTh. CIIHMIIKOM YacTo
3aKyNIIUKH MOJIATa0TCsl Ha CBOW MHCTHHKT, HO BEJ[b OJTHOTO MHCTHHKTA SIBHO HEJIOCTATOUHO. Bam
HYKHO MOYHO 3HATh, YETO XOUYET KIIMCHT.

Ecnu xiaveHT cnpammBaeT TO, Yero y Bac HET, MONBITalTeCh MO3BOHUTH
KOHKYPEHTY U IPeUIOKUTh 00MeH. [TockonbKy BhIrofia MOKET OBITH B3aUMHOI,
Balll KOHKYPEHT CKOpEe BCETO COTIaCUTCS.

Kakoii 3amac Mbl uMeeM, OIpenesieTcsi CKOPOCThIO MPOJAXKH OTIENIbHBIX TOBAPOB, BpEMe-
HEM, He0OXOMMBIM JJIsi HOBOTO 3aKa3a, U CTOMMOCThIO KanuTana. OueBUHO, YTO YeM ObICTpee
MIPOXOIUT LMK 3aKa3-I0CTaBKa, TEM MEHBIIIE TOBapa MOXKHO UMETh Ha ckiaze. Hanpumep, eciu
MbI ucnosbzyeM 200 MacisiHbIX (UIBTPOB B HEJIENIO, 3a4eM HaM 45-THeBHbIN 3anac? JTo ke Kyda
JICHET, 3aMOPOKEHHBIX Ha cKJaze. Mbl MoxeM XpaHUTh Ha ckiazie Bcero 400 aTux puibTpoB, 3aKa-
3bIBas UX KAXKAYIO HEJEIO.
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Y Lexus Jiyqmias B MUPC CUCTEMA YIIPABJICHUSA 3allaCaMU KOMIUICKTYIOIUX. Ona no3BonseT
3dKa3bIBATb HYXHBIC 3alTUACTHU CKECIHCBHO. 9T0 03HAYaeT BHICOKUHU YPOBCHb JOCTYITHOCTH U HU3-
KHC CKIIAJICKUC PACXObl — KaK IJIs1 HAC, TaK U JJI HUX.

I[J'IH BBISICHCHUS TOI'O, CKOJIBKO BPEMCHH XPAHATCA Y HAC TOBAPBI C OIPaHUYCHHBIM CPO-
KOM I'OJHOCTH, MbI HCITIOJIB3YEM HBCTHLIC MCTKHU. Ha Ka)K,HOﬁ YIaKOBKE€ €CTb MCTKaA, IBET KOTO-
pOﬁ COOTBCTCTBYCT HAaTC ITOCTABKHU. HaanMep, rony6a;1 MCTKa COOTBCTCTBYCT AHBAPIO, KpaCHAA —
(I)eBpaJ'IIO. .. He 6y,Hy BCC NEPCUUCTIATH, HAACKOCh, NJCHO Bbl YXBATUJIH.

Ecau BEI 3aHMMaeTeCh PO3HUYHBIM 6I/ISHCCOM, HaImpuMmep O,Z[e)K,I[Oﬁ, " JIIOOAU MOT'YT BUACTH
IMPAaKTUYCCKU BCCh Balll CKJIa[q (HOTOMy YTO OHM B HEM q)aKTI/I‘ICCKI/I HaXOI[HTCH), BbI MOXXCTC ITPH-
MEHATH 00JIee YTOHUCHHBIC MCTOJAbI MAPKUPOBKHU. TpeyTOJ'ILHI/IK Ha ICHHUKE MOXCT O3Ha4aTb, 4YTO
TOBAp HpI/I6BIJ'I B MapTeC, a KBaapar — 4YTO B Mac. (MH CIIC UCITIOJIB3YEM TOYKH U3 HBeTHOﬁ 6YMal"I/I,
HaKJICHBasi X Ha 06op0Te 3CpKaJa 3aaAHCTO BI/II[a.)

Bcestu uneun MMOMOT'YT OIr'paHHUYUTD 3aI1aChl U CHU3UTH HAKIIAJIHBIC pACXOABbI. Ho naxe camas
JIydnias B MUPE CUCTEMaA YIIPABJIICHUS 3allaCaMi HE I'apaHTUPYCT, UTO BbI BCCIId CMOKETC ITPEAJIO-
JKUTb KIIMCHTY TO, YTO OH XOYCT B ,HaHHLIﬁ MOMCHT.

CriocoboM OecIuIaTHOTO paciupCHUA BalllCro CKiiaaa sABJIACTCS YCTAHOBJICHUEC ITIAPTHECPCKUX
OTHOIIICHUH C JIFOABMH, 3aHUMAOMIMMHCA aHAJIOTHYHBIM OH3HECOM. I[OHyCTI/IM, BbI PYKOBOAUTC
Mara3suHOM >KEHCKOH ofiekbl. BBl TOKHBI MMETh BO3MOXKHOCTD 0OMEHHUBAThCA ¢ OMMKAHIINMU
MarasmHaMH, YTOOBI IMNOJIY4YHUTb TC BCIIHU, KOTOPbIC HYKHbI BalllUM KJIMCHTAM. MoxeTt 6BITB, Ballln
IMOKYIATCIIbHUILIBI OoJIbIIIE JTFOOSAT YCPpHOEC, a BalICTo coccaa — 3CIICHOC. Wnu ero nmocraBIIMKU HE
OTTPY3UJIN EMY 3CJICHOC. Bb1 MOXXeTE TOMEHSTBLCS.

Yrto Kacaercs HaC, Mbl BCC BpPCM:A 0OMEeHHBaeEMCs C APYTrUMH aBTOAWJICpAMU M HAXKE C
HalllUMU IIPAMBIMH KOHKYPCHTAMHU. H ecan HalIeMy KIIMCHTY MNPUITIAHYJIACh KAKaA-TO ocobeHHas
MalllrHa, HAlIpUMEP C KAKUM-TO HEOOBIYHBIM COYETAHHEM OBETOB, MbI CACJIACM BCC, YTOOBI ,Z[O6I>ITB
ee. MBI Kak-TO Jaxke 0OMEHHUBAIMCH MAIIIMHAMH C JAUJICPpOM U3 Cupdria.

Bo03M0OXXKHOCTE MEHATBCS TOBapaMu MO3BOJIACT YBCIUYNUTb JOCTYIIHBIC BaM 34allaChbl, HEC HCCA
IIpH 3TOM 0COOBIX pPacxoao0B. M1 HauIH 9Ty UICH0 BECbMa TTOJIE3HOM.

OCHOBHEBIE BBEIBOJIBI

— Ecmb 1u smo na cxknaoe? Jlonsicno ono mam o6vims? Kak 0oneo ono mam
nexcum? CKonvko wmyk Haoo umems? Ecu Balia CKi1ajckas CHCTeMa HE MOYKET
OTBETUTh Ha 3TH BOIPOCHI, BB CHJIBHO 3aTPYIHSAETE CBOIO PabOTy MO OKa3aHHUIO
XOPOIIUX YCIYT.

— Bo cxonvro éam 0bxooamcs 3anacvl? BHUMATENbHO clieAs 3a TEM, 4TO Y
Bac €CTh, Bbl YyCKOPUTE CBO TOBApOOOOPOT M CHU3UTE CBOU M3IEPIKKH.

— Uzmepsiiime cKOpoCmMb YUKAA 3AKA3-NOCMABKA 0I5 KANCO020 NOCIABUUKA
Y JIBUTAUTECh B HAIIPABJICHUH CHCTEM «TOUYHO BOBPEMSD).

— Yemanosume napmuepckue omuowienus. Bbl ke HE XOTHTE, YTOOBI
KJIMEHT YXOIWJ OT Bac TOJIBKO MOTOMY, YTO y Bac Ha CKJIaJie HET TOTO, YTO eMy
HY>XKHO? YCTaHOBUTE OTHOLIEHHS C KOJUIEraMu 1o OU3HECY, 4TOObI 0OMEHUBATHCS
TOBapaMu B Ccllydyae HEOOXOAMMOCTH.
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MagBa 11
Hukorga He ObiBaeT CNULLKOM XOpPOLUO

Mp! ObUIM NTEPBBIM aBTOMOOUIIBHBIM MJIepoM B Texace, KOTOPbIi npeioxui OecruiaTHbIe
3aracHbIe MALIMHbI JJIs1 CBOUX KJIMEHTOB U cTajl paboTaTh B Cy0OOTY HOIHBIN 1eHb. DTH UJIEH 1aIH
HaM HoTpscarolee NIPEeUMyIIECTBO Mepe] HAllMMU KOHKYPEHTaMH — Ha HECKOJIBKO JieT. OiHaKo
CO BPEMEHEM [[Ba HAIIMX KPYNHEHIINX CONEpHUKA CKOIMPOBAIM BCE, UTO MbI clenanu. Tenepsb
OHH TOXE BJIQJICIOT NMAapKaMHU 3allacHbIX MAlllMH — BTOPBIM U TPETbUM B CTpaHe 1o pazmepam. (Y
Ka)/10r0 U3 HUX npuMepHo no 50 mammH. Y Hac 257.) U oM ToXe mpeanaraiot o0ciyKuBaHue
o cyo6oram.

Torga Mbl pelMiIN NOAHATH IUIAHKY. Mbl yIUIMHUIN Halll pabo4uii JeHb 10 8 4yacoB Beuepa
— Tenepb HUKOMY HE HaJI0 HECTHCh CIIOMS T'0JIOBY, YTOOBI yCIeTh 3a0paTh MAIIMHY U3 CEPBHUCA,
3aKpBIBAIOLIETOCS B IIECTb.

Hac onsite ckonupoBaiu.

Mpb!I CHOBa NOJHSUIY TUIAHKY: HAHSUIM TOMOIIHUKOB JIJIsl HAIIKX MpojaBloB «Kaguiakosy u
«JlekcycoB» — OHM MPUTOHSAIOT MOJMEHHYIO MAIlIMHY MPSIMO K JIOMYy KJIMEHTA, a €ro aBTOMOOMIIb
nepenpanisiioT kK Ham. Korga o6ciykuBaHne 3aKOHUEHO, TOMOIIHUK CHOBA OTTOHSET KIIMEHTCKYIO
MalllMHy K HEMy JIOMOi 1 3abupaeT noaMeHHy10. KileHTy npocTo He Ha/lo K HaM XOAUTb.

3aKkoHYaTCs JM BCE TH YIyullIeHus Hauel cepBucHoM nporpammel? Het. Ecin Mbl X0THM
IpUBJIEKaTh OOJIbIlIE KJIMEHTOB U YAEP’KUBATh HBIHEIIHUX, Mbl JOJDKHBI 1aBaThb UM Bce OOJIbllIe
OCHOBaHMI UMETH JIEJI0 C HAMHU.

MBI 10JKHBI TEHEPUPOBATh HOBBIE UJIEU U YITyUIlIaTh UMEIOIINECs, IOTOMY YTO KJIMEHTHI He
JIAt0T HaM BceX 0alJIOB TOJIBKO 3a TO, YTO MbI IEPBBIMHU NPEUIOKUIN Y00HYI0 HOBUHKY. Eciu kTo-
TO MPEUIOKUT UM Oosble — OoJiblIe yI00CTBa, OOJIBIIE CepBUCA WIM HAMHOTO 00Jiee BHITOJHYIO
LICHY, — OHM HAacC MOKUHYT, HE3aBUCUMO OT TOT'0, CKOJIBKO MbI CIEJIAIN JJIs1 HUX B IIPOLIJIOM.

OTO 03HAYAET, YTO MbI JOJKHBI YCTAHOBUTH BBICOKUE CTAHIAPTHI AJISl CAMUX ce0sl M MOCTO-
SIHHO MpeBbIIATh UX. [Ipy 7TOM HaM Hy>KHO CMOTpPETh U Ha3a[, ¥ BIlepea, 1 1o cropoHam. [Totomy
YTO, KaK OKa3bIBAOT IIPUMEPHI € 3al1aCHBIMU MAIlIMHAMH U paOOUYMMU YacaMH, Hallll KOHKYPEHTBI
Ha camom Oene NOTOHSIOT Hac — Bcerna. Ceifuac 3To yke BOCHPHUHUMAETCS KaK KJIMIIE, HO 3TO
IpaB/a: €CiI Bbl HE CTAHOBUTECH JIyUllle, Bbl CTAHOBUTECH Xy’Ke. SIMOHIbI HMEIOT CTIeUaIbHBIN
TEPMUH IS IPOLIECCa HEMPEPHIBHOTO YIIYUIICHUS: «Kai3eH». XOTs HEe BaXKHO, KaK Bbl 3TO Ha3bl-
BaeTe, €CJIM BbI ATO Aenaere. Hao moCTOSHHO CTaHOBUTHCS JIyUIlle — 3TO aOCOMIOTHO HEOOX0IUMO,
€CJIM Bbl HAMEPEHBI BBIKHTb.

MBp! ucnipoOOBaIM HECKOIBKO CIIOCOOOB IS YITyUIIEHUS.

Jlnis Hayasia Mbl TIPOBEJIM KOHTPOJIbHBIE 3aKYNKH Y KOHKYpEHTOB. Terepb Mbl MOCTOSIHHO
poBepsieM, He OPraHU30BaJIM JIM OHU HOBYIO MPOrpaMMy, KOTOPYIO HaM MOXKHO OyJeT CKOIHMpPO-
BaTh. 11 MBI Bcerna JOJKHBI 3HaTh, KAK OHU KOHKYPUPYIOT ¢ HAMM, KAKOTO OHM MHEHHS O Hac.
Hanpumep, korna Mbl TOJIBKO Hauajlu NpeaiaraTb BpeMEHHbIE MAllIMHbI, BOT KaK OHU OTBEYaJld Ha
BOIIPOC, IOYEMY OHU HE MPEJOCTaBIAIOT MOA0OHOH yCIIyTH.

«/la, — oTBeuan Ham KOHKYpeHT, — B Sewell Village cosopsam, 4To oHM IpE1OCTABIAIOT TaKUe
MamuHbl. Ho BbI Korna-HuOY/Ib NBITATUCH €€ MOy4uTh? ECu BBl O3BOHUTE UM, OHH CKaXyT, YTO
BaM HaJI0 MO0XKAATh MECAL, IT0KAa 0CBOOOTUTCS OJTHAY.

310 He Ob110 abcomoTHON MpaBoil. Ho y Hac 1eHCTBUTENBHO YaCTO ObUTH JIUCTHI OXKHJIAHHSL.

MpI Bce paBHO coOMpauch 100aBUTh MAIIMH B Hall MapkK, HO, Y3HaB, YTO O HAcC rOBOPST
KOHKYPEHTBI, MBI CAEJIAJI 3TO BBICIIUM IIPHOPUTETOM.

B nononHenue k 3aKynkaM y KOHKYPEHTOB Mbl 1I03aMMCTBOBAJIN Y PECTOPAHOB M YHUBEpMa-
TOB €llle OJHY HJICI0: MIOKYMaTh y caMux ceOs1. Mbl HaHAIM GUpMy, KOTOpast ABAXAbI B TOJ] IPHUCHI-
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JIaeT K HaM CBOMX JIFO/IeH KYNUTh Y HaC aBTOMOOMIIb. MBI HE 3HaeM, KTO 3TO OyJIeT U KOT1a UMEHHO
OH TIPHJIET.

TanHCTBEHHBIN MOKYIIATeNb MPOBEPSIET IIENbIi CIUCOK BOMPOCOB, KOTOPBII MBI Al 3TON
KOMITAaHUU JJI OLEHKU HaluX JeHCTBUM. bpicTpo 1 Mbl onpuBeTcTBOBaU kinuenrta? [Ipenso-
XKW JIU eMy TpoAaBel] MpoBecTH nmpoOHyto nmoe3aky? boutn nmu mbl HaBa3uuBbl? [locne Bu3nTa
¢upma naet HaM MOJHBIA OoT4eT. Mcronb30BaHne TAMHCTBEHHBIX MOKYTATENed — 3TO elle OJUH
CIoco0 HAWTH TO, YTO MOXKHO YITYUILIUTh.

MpI cTapaeMcs 1eiarh BCe 3TO, YTOOBI 0CTaBaThCS MEPBHIMU. ITO MOXO0XKE Ha CIIOPT. Uemmnu-
OHCKHE KOMaH/Ibl, OCTaHABJIMBAIOIINECS B CBOEM Pa3BUTHH, PEIKO MOBTOPSIOT CBOM yCIIEX Ha Clie-
nyromui roa. Bo3aMoxHO, OHE caMOycroKauBaroTCs. BO3MOXKHO, X UTPOKHU CTAHOBSITCS CTapIle
U TepSIOT 0OMIIOBCKHE KauecTBa. Bo3MOXKHO, Ipyrue KOMaHAbl MPOIOKat0T 0OMEHUBATh U HAHU-
MaTh UTPOKOB, TOOUBASICH YITyUILICHUH.

To e camoe 1 B Ou3Hece. YpOBEHb KOHKYPEHIIUU PACTET C KAXKIBIM JHEM — HalpUMeEp, BCE
IJISTHIIEBbIE aBTOMOOMIIbHBIE JKYPHAJIBI YTBEPHKIAIOT, YTO Lexus ycTaHOBWII HOBBIM CTaHAAPT AJs
MAaIIMH KJIAcCa JIFOKC M OCTalbHBIM MPOU3BOJUTENSM HAJ0 €My COOTBETCTBOBaTh. Tak 4TO BaM
IpUJIETCS CTAaHOBUTHCA Tyulie. Hanbonee BaykHasi cucTema, KOTOPYIO BbI MOXKETE pa3paboTraTh, —
3TO CUCTEMa HEMPEPHIBHOTO YITyUIlICHHUS.

[TocTaBbTe BHICOKHE 1IENTM U IOJHUMANTE IJIAHKY 110 Mepe UX JOCTHXeHus. Eciiu BbI 3TOTO
HE Jienaere, KTO-To 00s3aTeIbHO pBaHET MUMO Bac, MOKa BhI MOUMBaeTe Ha JiaBpax. Hukorna He
OBIBAET CIUIIKOM XOPOIIO.

Kak MbI BHEIpUIIN IPOTrpaMMy HETPEPHIBHOTO YAYUIIEHHUS? ITO HECTIOKHO, XOTS U TpeOyeT
MHOTO BpeMeHU. MBI He JieflaeM Bce cpasy, HO MEePHOAMYECKH MPOBEPSIEM KaXKIyl0 4acTh Hallen
JESTENIbHOCTH U [yMaeM, KaK €€ MOJKHO yIy4IlIuThk. B Mapre u ceHTa0pe, K IpuMepy, Mbl CMOTPUM
Ha Mei3aX BOKPYT Hac — He Mopa JU 4To-HUOyIh U3MEHUTH? B (eBpane u aBrycre nposepsieM
MeOeIb — He BBIIVISLIUT JIM YTO-TO CTAPbIM WJIM U3HOUICHHBIM? MBI He IpUIEPKUBAEMCSl TOYHOTO
rpaduka, HO CYMTaeM Ba)KHBIM JIeNIaTh MPOBEPKH YePe3 OIPeIeTICHHbIE HHTEPBAJIbI BPEMEHHU.

Takyto ke METOAUKY MbI IPUMEHSIEM U K HALITUM CUCTEMAaM: TOOYEPETHO MPUCMATPUBAEMCS
K pa3iu4HbIM IpolieccaM (HampuMmep, HaltMy COTPYIHHKOB) U MBITAEMCS YBUAETH, YTO MOXKHO
yAy4YIIuTh. MBI HE IPUCTYMAaeM K TAKUM MPOBEPKAM C MBICIIBIO O TOM, YTO HaM HaJ0 YTO-TO CIIO-
MaTh U OCTPOUTH 3aHOBO. MBI MPOCTO UIIEM CITOCOOBI YIYUIICHHUS.

Hanpumep, Hamm npoaaBiibl poaaBanyu mo 16 mamuH B Mecsil. DTO HEIUIOXo — B JIBa pas3a
BBIIIE CpPEJIHEro MoKa3zares o crpane. Ho Bo Bpems mocneaHei mpoBepKH Mbl MOTBITATHCH HAUTH
CIoco0 HEMHOTO YIYYIIUTh U 3T0. MBI pazpaboTanu mporpamMmy CTHUMYIHMPOBaHHUs, Ha3BaB €€
«Komanna 20», — A1 BO3HarpaskJIeHus TeX MPoJaBIIOB, KOTOphIE MpoaatoT 20 uin 0oJbIie MallliH
B Mecsiil. Uem Oosbliie MaliiH OHU MPOJAIOT, TEM OOJIbIIIE MOTYT MOTYYHUTh ACHET WK OeCIIaTHBIX
MyTEIIECTBUH.

B namem cepuce unaekc yaosinerBopeHHocTH kKiaueHToB (CSI) ceituac paBen 96 %. Eme
pa3 nepeunta Jlemunra u Taryuyu, Mbl HIIEM IIyTH €T0 yBeIUYeHUs A0 98 % B TeueHue roja.

MpI Bceria HalleIeHbl Ha MOTHBIN ycneX. Mbl XOTHM, 4T00bI y Hac ObUIN JTy4IIie MPOAaBIIbI
u CSI 100 %. Ho MbI peanucTsl ¥ 3HaeM, 4TO OOJIbIINE IEPEMEHBI HETb3S ClIeNaTh 3a OUH Beuep, —
a IOTOMY JIellaeM HeOOJIbIlINe YITy4IlIeH!s, HO HEMPEPBIBHO.

DTOT npouecc HUKorAa He 3akoHuuTcs. Eciau Ham ynactes noBsicuth cBoid CSI 1o 98 %,
OyIeT eCTeCTBEHHBIM OTJIIOKUTH BCE JIela U HEMHOTO OTJAOXHYTh. B KOHIIE-TO KOHIIOB, CKOJBKO
YCUIIMH YIIUIO Ha 3TH yiy4leHus! Mbl oTnpaszaayeM ycenexu (cM. miaBy 12), Ho Oyaem aenaTts 5To
HE CIIUIIKOM JIOJITO.

Wuaue Mbl 00HAPY UM, YTO KTO-TO HE TOJIBKO JOTHAJ HAC, HO U MPOMEIbKHYII MUMO Hac, U
MBI YK€ TUIeTEeMCS TI03a/IH.

OCHOBHBIE BBEIBOJIBI
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— bwmb nepsvim nHedocmamouno. Hu Pepsi, Hu Coke He ObuiH
n3o0perarensiMi JUETUYECKUX KOJ WJIM HamUTKOB 0e3 kodeuHa. VIHHOBauuu
clieNay Jipyrue, a peiHkoM Biazaetotr Pepsi u Coke. Eciu Bbl ocTaHaBnuBaeTecs,
IIPUIYMaB OJIHY UJICI0, Y BaC BO3HUKHYT NPOOJIEMBI.

— Coenaiime nyuute. ITocne TOro Kak Bbl yITyUILIHIN UEH0, CAETANTE 3TO e1le
pa3. Eciiu BBl XOTHTE OcTaBaThCs BIEpelu KapaBaHa, B Ballleil KOMITAHUH JIOJKHO
OBITb HenpepviHoe YAyUIlIeHHE Ha BCEX MO3ULIHSIX.

— Ilepuoouuecku nposepsiime Kaxicoyro 4acmov eauiel 0esimeibHOCmuy. ITO
OOJIErYUT MOUCK TOTO, YTO MOXKET OBITh YIIyUIIEHO.

— Illnuoncmeo... 310 310poBO. BaMm Hano nepuoauyecKud IIPOBOAUTH
3aKyIKH Y KOHKYPEHTOB M Y caMUX ce0sl, BHIMCKHBAsk MECTa, I7I€ MOXKHO YTO-TO
YIAYUIIUTb.
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lll. Jliogun: Kak 3a60TUTBLCA O
KITMeHTaxX — U COTpPyAHMKaX

MaBa 12
Bonpoc: KTO BaXHee — Ball KJIUEeHT
unu Baw paboTtHMkK? OTBeT: 0ba

Ceiiuac s BaM CKaxy TO, 4TO [10JIpa3yMeBaI0Ch BO BCEX MPEAbLAYLINX IJIaBaxX: HAIIU COTPYI-
HUKHU HACTOJIBKO K€ BaYKHBI, KaK W HAIIHM KJIIMEHTHI, U C HUMH HaJ0 00paIIaThCst Tak e XOPOIIO.

[Touemy? Bo-nepBbIx, YTOOBI Jies1aTh BCE NPAaBUIbHO. BO-BTOPBIX, 3TO B HAIIMX K€ HHTEpPE-
cax. Kak MOXXHO O)kMJ1aTh OT HAlllMX JIFOJIEH, YTO OHU OyayT XOpoIlo o0palaThCsi ¢ KIMEHTaMu,
€CJIM MbI caMM oOpaliaeMcs ¢ HallluMU JIFOJIbMU TJI0X0?

Hekoropelie MoOryT cipocuTh: «A 3auem MHe 00 3ToM BosiHOBaThes? S ke ruaay um! Otoro
YTO, HEJIOCTATOYHO?»

Her, uept Bo3bMH!

Kak MbI ye ckazaiu, oriarta He caMblil IIaBHBIN (PAKTOp, KOTOPBIN JIFOAW MPUBOIAT MPH
00BSICHEHUH TOTO, HACKOJIBKO UM HPAaBUTCA (WJIM HE HPABUTCS) UX padboTa. 3a70r0 0 TOro, KaK
HNEPEeNTH K 00CY)KJIEHUIO OIUIaThl, OHU TOBOPAT: «ITO OTIUYHOE MecTo», «OHU Ha caMoM Jelie
3a00t1aTca 000 MHe» WiH «TyT KO MHE OTHOCSITCSL KaK KO B3pOCJIOMY UE€JIOBEKY».

Xopoiee OTHOIIEHUE K paOOTHUKaM HAauyMHAETCsl ¢ UX pabodero mecra. HemHorue BUIsT
HAllll PEMOHTHbBIE MacTepPCKHUeE (CTpaxoBasi KOMIIaHUS TPeOyeT, YTOObI IPUCYTCTBHUE NOCTOPOHHUX
371eCh OBUIO CBEZICHO K MUHMMYMY ), HO BCE€, KTO TYT OBIBA€T, OTMEYAIOT UX OE3YMPEUHYIO YUCTOTY.
W Mb1 Ha camoM Jienie ee 3/1€Ch MOIEPIKUBAEM.

[Touemy? IloTomy 4TO, XOTSI KJIMEHTHI BUJAT HAILM MACTEPCKUE PEAKO, HO HAIllM TEXHUKU
HAXO/ATCS TaM MOCTOSTHHO. [ 71e ObI BBI XOTEIN MPOBOIUTH LIENbIA JEHb — B TPS3H WK B UUCTOTE?

Ho sto Gomnbiire, yem sctetuka. Ecinu mMbl crienaem Mecto paboThl TEXHUKOB Oosiee mpodec-
CHOHAJIBHBIM, OOJIee MPUATHBIM, Ooee (P PEKTHBHBIM, €CIIH MBI JaJIMM UM JIydIiee 000py10BaHHE
Y UHCTPYMEHTBI — TOI/1a Mbl CMO’KEM HAaHUMATh U JIyYIIUX TEXHUKOB.

TexHuku, paboTaroiire ¢ COBpEMEHHBIMU MALIMHAMM, IPUOIMKAIOTCSI IO CBOEMY YPOBHIO K
uHXeHepaMm. HekoTopble U3 HalllMX MEXaHUKOB HE YYWJIMCh B KOJUJIEJKaX, IO pa3HbIM IIPUYUHAM,
HO 110 CBOMM YMCTBEHHBIM CIIOCOOHOCTSIM OHU HE YCTYHAIOT HHXKeHepaM. Takue JIoIu He 3aX0TST
IIPOBECTU BCIO CBOIO KU3Hb B TEMHOM NpPOMAaciI€HHOM siMe. OHU XOTSAT HAXOIUTHCS B MPUSTHOM
OKpY>KE€HUH, TaK ke KaK U Mbl. I MBI IpeiocTasiisieM uM 310. Kpome Toro uro 31ech 4ucTo, 31ech
Xopoliee ocBelieHne. Mbl 3a00TUMCS Takke 0 Oe30macHoCTH. Bee 3To gaeT uM 10nonHUTEIbHbIE
pe30HbI paboTarh y Hac, a HE y KOHKYpPEHTOB.

Hammx mponaBiioB Mel o0ecrieynBaeM OTAEIBHON O(pHUCHOI 30HON, B KOTOPOW OHU MOTYT
pasmectuts (hororpaduu cBOMX CeMeil, a He CrOHsIeM BCeX B OOJIBIIYI0 KOMHATY, YaCTO MMEHYe-
MYI0 «00€3bIHHUKOMY UM «KaMepol MPEeIBapUTEIbHOTO 3aKIIOUEHUSD.

B stom peiicTBUTEnBHO €cTh cMbIci. Kak Bbl MOXKeTe 0KHAATh OT poAaBiia mpodeccruoHa-
JM3Ma, €CJIU OH BBIHY>KJIEH M0JIb30BATHCS pa0OYMM CTOJIOM 10 OUEPEIU C KOJUIETON MIIM HE UMEET
COOCTBEHHOTO IPOCTPAHCTBA JUIsl pa3roBopa ¢ KIMEHTOM?

MBI Bcerna ctapaeMcst 1o0aaroJapuTh KJIMEHTOB 3a TO, YTO OHU UMEIOT JEJI0 C HAMU, U TOYHO
TaK e MbI CTapaeMcs O0JIaroIapuTh HATNX PAOOTHUKOB 32 XOPOIIyI0 paboTy. Tu OrarogapHo-
CTH OJIMHAKOBO BaX<HBbI.
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S cuuTaro, 4TO MBI MOXEM TMPHUBJIEKATh JYUIIUX JIFOACH Ornaromapsi TOMy, Kak Mbl C HUMHU
oOpartiaemcsi. MbI IeHCTBUTENIBHO CTPEMUMCS CO37aTh ceMeiiHyto atMocdepy. Kaxapiit yrmpasis-
IOLIUIT UIMEeT CIHUCOK JJOKTOPOB, TOCIHUTAJICH, FOPUCTOB U OyXraiTepoB, KOTOPBIX OH MOXKET MOpe-
KOMEHIOBAaTh COTPYIHUKY B clTydyae HEOOXOAUMOCTH.

W ToyHO TaK ke, KaK Mbl OJlaroapuM KJIMEHTOB 3a TO, YTO OHHW UMEIOT JEJ0 C HaMH, MBI
OnmarogapuM HalMX paOOTHUKOB 32 XOPOIIYIO paboTy. ITo OOJBIIOE AETO.

Mp&1 ToBOpHM «cracu00» MHOXECTBOM crioco0oB. Korma KTo-To JieiaeT TOMOJHUTEIbHbIE
[Iard HABCTpeuy KJIMEHTY, Mbl muiieM o0 3ToMm B Hameil razete «100 %». DTo moanepxkuBaeT
HACTPOM JIFOJIEH 1 JTaeT HaM JIOMOJIHUTEIBHBIN CrTOC00 COOOIINUTh O HAIIUX IIEHHOCTSAX BCEM, KTO
y Hac paboTaer.

MpI Takke npuayManu CHelralbHy0 Harpaay. Mbl IpocuM BceX paOOTHUKOB, KOTZIa OHU
YBUST, 4YTO KTO-TO JIEJIa€T CBOIO PabOTy OU€HB XOPOIIO U PEabHO IIOMOTAET KIIMEHTY, 3all0JIHUTh
cnenuanbHyto GopMy. OHa COCTOUT U3 TPEX KOTHIA: OIHA JAETCsl TOMY paOOTHHUKY, KOTOPBIH MoIIesn
«Jlajbllie W BBIIIE TOTO, YTO TPeOOBall OT HETO JOJI, BTOpas — €r0 MEHEKePy, a TPEThsl — MHE.
Oto 3a0aBHas Ues, U JIOISIM IPUITHO 3HATh, YTO KTO-TO OTMETHJI UX XOPOILIUH MOCTYTOK.

bapbekto — oquH U3 HalUX JIIOOUMBIX CIOCOOOB OTMeYaTh YCIIEXH M BbIpaxarhb Onarogap-
HOCTh. Korzia Mbl JOCTUIIIH PEKOPIHOTO WHIEKCA YIOBIETBOPEHHOCTH KIMEHTOB, MBI YCTPOMIIN
0apOexro. MbI pa3BeCHIId 10 BCEMY aBTOLICHTPY IJIaKaThl, COOPAIUCh BCE COTPYIHUKH, U MbI TOBO-
PWIM UM, KaK 370pOBO OHU paboTanu. MBI Bcerja MpoOBOJIUM TaKUE «ITMKHUKH» B pabodee BpeMms.
(JIromu mpuXoasT U yXOIAT MO OYepeaH, YTOOBI T03a00TUTHCS O KIIMEHTAX.)

[IpoBenenue npa3IHOBaHUN B pabodyee BpeMs — 3TO €IIe OJIUH CITOCO0 CKa3aTh «Cracuoo.

OCHOBHBIE BBEIBOJIBI

— Bui nobnacooapunu ceoux pabommuuxos cecoons? Ecnu Bbl O1aromapure
CBOMX KJIMEHTOB, BBl JJOJDKHBI TOOJIAr0IapUTh U TEX, KTO BBITOIHUI padoTy.

— Ecmb macca 6onpocos, kKomopwvie MOJHCHO 0elle2upo8ams ... HO BBIHECEHHE
07aroJapHOCTU COTPYJIHUKAM HE OTHOCHTCS K ux uuciy. «Cracubo» Oonee
BECOMO, €CJIM 3TO TOBOPUT OOCC, — MPOCTO MOTOMY, 4TO OH OOCC.

— Koeoa monvko 603M024CHO, nokazvieaiime ¢80 01a200apHOCmb 8 pabouee
epems. Ecnu Bbl coOupaerech MPOBECTH BEUEPUHKY, YTOOBI CKa3aTh CIOBa
OnmaromapHoCTH, MoueMy Obl HE MpoBecTH ee B 15 wacoB cpensl BMecto 14
4acoB BOCKpeceHbA? OTO MOKa3bIBAET JIIOASM, YTO BBl CEPbE3HBI B CBOCH
NPU3HATEIHHOCTH.

— Co3zoatime Hacpaowvl «110 %»... W HarpaxmalTe modyamie. 3HAYKH,
TJTaKaThl, 3aMETKH Ha CaMOM Jiesie paboTaroT.
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Mmaea 13
KnueHT He Bceraa npaB

BbI ThICSIUM pa3 ciblliany cTapyro MOrOBOPKY: KJIMEHT Bceraa npas. M g qymaro, 3To mpa-
BUIIbHO. [louTH Becerna.

Ecnu knmueHT HeoBOJIeH Haliei paboTol, Mbl CIpalIiBaeM €ro, B 4eM ImpoldiemMa, u Oec-
atHo ucnpasisiem. [loutu Bcerna.

Ho npaB 51 kiueHT Beerna u abcooTHO, BHE 3aBUCUMOCTH OT JIFOOBIX 00CTOATEILCTB?

Her.

Yro cocTaBisieT UCKIOYEHUE?

YacTo 3TO BONIPOC CpaBeIFIMBOCTH, U MHOT/IA — JICHET.

Korna nenbru HebombIme, KITUEHT gce2da nipaB. CThio JIeoHap ], KOTOPBINM yIpaBiseT KPyIi-
HEHIIUM B MUPE MOJOYHBIM Mara3uHOM, paccKa3aj UCTOPHUIO MPO KEHIIMHY, KOTopas Kylnujia y
Hero JBa (yHTa (hue MHHBOH, KOTJa OH MpojaBali ero mo 5,98 nomnapa 3a ¢ynrt. Ha cnenyromeit
HezeJie OH OPTaHM30Ball paclpoaxy, U guie crano cTouTh 4,98 3a GyHT. DTa moKymnaTenbHUIA
IpUIIUIA ¥ TOTpeboBaa, 4TOObl OH BEPHYI €ii ABa J0j1apa, KOTOPhIe OHAa CMOIVIa Obl COKOHOMHUTb,
eciu Obl MOJ0XKAANa HEeIeIo.

OH otnan eit nBa gomnapa. S 61 ToXxKe Tak caenai.

Ho aBe Thicsun nonnapos? 1O coBCEM Apyroi BONIpocC, HE Mpasia Jin?

Korga paccka3biBatoT UICTOPUU PO TO, YTO KIMEHT BCET/Ia MMPaB, KOJIMYECTBO JICHET BCETAa
HeBenuko. Mel cibinM mpo Cteio Jleonapaa wnu mpo McDonald's, B KoTopoM aBTOMarudecku
3aMEHSIOT Balll 3aKa3, €CJIU Bbl HEIOBOJIBHBI, HO BCE 3TO KACaETCsl HEIOPOTUX MPOTYKTOB.

JlonnapoB 10 MATUCOT, BOBMOXKHO, MBI He OyzieM mpenuparhbcs HU ¢ keM. Ho 6onbiiie — 3To
YK€ CIIopHasi 00JIacTh.

ITpumep.

Kak-1o Ham cTapblil KITMEHT MpHUrHai K HAaM CBOIO MAIlTUHY 7Sl 00CITy>KMBaHUs, a caM yexall
B OTITyCK. B GarakHuke oH 3a0bLT CYMKY C MepeneiaMu, KOTOPBIX HACTPENST HaKaHyHEe Ha OXOTe.
KoneuHo, 3a 1Be Henenu nepenena UCIIOPTUIINCH U B KOHIIE KOHIIOB B30PBAJIUCh, U HEBBIHOCUMBIH
3arax MpomuTal BClo MamuHy. Eciu Ob1 MBI 3HAIH PO HUX, MBI OBl KX TPOCTO AOCTAIU U HUYETO
OBl HE CITYYUIIOCh.

OH yBepsis1 Hac IOTOM, YTO CKa3aJ MacTepy, IPUHUMABILIEMY MAIINHY, YTO TOT MOXKET B3ATh
b cebe. Ho mactep Bo3paxan: «OH HUUEro TaKOro He TOBOPUII IpU MHE. S 3Haj, 4TO MalInHa
JOJbKHA ObLIa OCTaThCsl y HAac Ha ABe Henmenu. Eciu Obl MHE ckaszanu, 4TO B Oara)xHHUKE Jiexar
neperesa, MHE ObUIO ObI 3TOTO TOCTATOYHO, YTOOBI JOCTATh UX OTTYAA».

VY MeHs He ObUIO COMHEHHUM, YTO KJIMEHT HE MpaB U YTO OH HUKOT/A HE TOBOPWJ HAIIUM
COTpYZIHHUKaM O mepemnenax B 6araxxauke. Ho mockonbky OH HacTauBall Ha CBOEH MpaBoTe U ObLI
HAIIUM CTapbIM KIMEHTOM, Mbl BBHIKYMHIU y HEero MammHy. (Mbl mpojanyu ee MOTOM OINTOBHKY,
NpoAaloLEMy MOJIep)KaHHbIE MAIIMHBI IPYTUM JUJIEpaM; OH CKa3all, UTO CyMEET CIPABUTHCS C
poOIeMON. )

Ecnu BB XO0THTE TOJEPKUBATh CBOM OWM3HEC, /IaBaiiTe KIMEHTaM TOYHO
TO, YTO OHHU MPOCAT, 6€30 BCAKUX KojiebaHui. Eciu BBl 1enaeTe XOTh 4yTh-9yTh
MEHBIIIE, BBl MOXKETE MPOCTO HMYETO HE JeJIaTh, TaK KaK BCE PABHO MOTEPSIETE MX
PacIoJIOKEeHHE.

J1o KaKoro-To MOMEHTa MPUEMIIEMO, YTOOBI KIIMEHT «pa3BoAmI» Bac. 1 310 BpeMs oT Bpe-
MEHU IIPOUCXOMINT, XOTs U HedacTo. Hanmpumep:
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— KnueHt 3asBisiet, 4To OH OCTaBWJI B MALIIMHE TEHHUCHYIO PAKETKY, KOT/1a IPUTHAJI MALIUHY
B CEPBHUC, a TENIEPb PAKETKU B MallIMHE HET. Sl 3Hat0, 4TO HALLM MacTepa He YBJIEKAIOTCS TEHHHCOM.
Ho Bce-Taku Mbl KyIIHJIM €My JIPYTYIO PaKeTKy.

— OnuH GupkeBOI OpoKep MoXKanoBaICs, YTO, KOIZa OH OBbLI Y HAC, OH 3a YTO-TO 3aLlEIHJIICS
U nopsain pyOaiky. OH mpucian HaM cdeT Ha 65 nosapoB (a pybamku Gant ctomwnu rorna 6,5
JI0J1J1apa), ¥ MbI €T0 OIUIATHIIN.

(Bbb11 ouH fesiTenb, KOTOPBIM 3aHMMAJICS 3TUM B HAallMOHAJIbHOM Maciutabe. OH Hanucanl
B Maccy aBTOLEHTPOB MMHUCbMa, YTO OH MOpBaJl pyOallKy, Korja ocMaTpuBall aBTOMOOUIIb, U 100a-
BJISUJI, YTO COTPYIHUKH aBTOLIEHTPA ObIJIM C HUM O4€Hb rpyObl. Jlasbliie OH BbIpaxal yBEpEeHHOCTh
B TOM, 4TO AUJIep He OyAeT CMOTPETh Ha 3TO JEJI0 CKBO3b MaJbIbl U, XOTs pyOalika Obli1a Hel0po-
rast — Bcero 35 nonapoB, BiIaeNblly OyJeT MHTEPECHO Y3HaTh O npousoleameM. OH HanpaBui
3710 nuchMo BeeM JuiepaM Cadillac B cTpane ¥ momy4us Kydy JA€HETr 3a CUeT XKeJaHWs JUJIepPOB
c/ienaTh NPUSATHOE CBOUM KIIMEHTAM.)

— BbiiM erie KIMEHTHI, yBepsIBILUE, YTO Y HUX MPOINAIM MOHETHI, KOTOPbIE OHM JIepKaT B
MalllgHe JUIsl OIUIaThl Ipoe3/a Mo XaiBesM, WK B OarakHUKe HET HOBOW CHOPTUBHOM KypTKH,
KOTOpas TaM JiexaJia 10 PEMOHTA, WJIM OHU UCIIOPTUIIM CBOM HOBBIE LITUOJIETHI B CMa3Ke, IPOIUTON
BO3JIE€ CTOSIHKH.

B kax1oM citydae Mbl BBIITUCBIBAIN UM YEK.

370 TOXKE 1IeHa OHU3HEca, M Mbl MOXKEM 3aJI0XKUTh €€ B OFO/KET.

Mornu Hac 0OMaHyTh?

Ja.

Bonnyer nu Hac, uTo Hac Mo 06MaHyTh? Her.

B mupe ectb onpeneneHHbI NPOLEHT JIFOIeH, KOTOpble Tak JenatoT. MM kaxeTcs, 4TO OHU
BBIUIPBIBAIOT, KOI/Ia «Pa3BOJAT» HAC.

Co BpeMeHEM MBIl MOXKEM CTaTh LIMHUYHBIMU, HO HY’>KHO OOpOTBCS C 3THM, Tak Kak 99 %
nrofer BexyT cebst uecTHO. OHU MCKPEHHE BEpST, YTO TEHHUCHAs PAaKeTKa Jiekana B OaraxHuke,
Jla’Ke €CJIM OHM CJIeJIalIM MATh OCTAHOBOK Ha IyTH K HaM, Mapy Hocje Hac U 3aMETHIIN MTPOIaxYy,
TOJIBKO Y>K€ BEpPHYBIIHUCH JOMOM.

Ecnu Mbl HauHEM BBIYMCIIATH, KTO HAC 0OMaHBIBAET, MbI TAPAaHTUPOBAHHO OLIMOEMCsI M 00BU-
HUM XOpoLIero yesnoBeka. Jlydmie yx Mbl IPeANoaokKHUM, YTO, €CIM KIMEHT FTOBOPUT HaM, 4To Yy
HEro ecTh Mpo0JeMa, 3HAYUT, ITO IeHCTBUTENIBHO TaK.

Hmest 1eno ¢ HeOBOJIBHBIM KIMEHTOM, Bbl OyJieTe 3a7aBaTh cebe BONPOC: KaK MPaBUILHO
JIeCTBOBATH B KaXK10M KOHKPETHOM ci1ydae?

B knure «Pa3mbinuienue o marazuse» CteHnun Mapkyc nucail: €Ciy Bbl XOTUTE COXPaHUTh
CBOM OM3HEcC, JaBaliTe KIMEHTaM BCe, YTO OHM IONPOCAT, HE YBUJIMBAs U HE YKJIOHssCh. Eciu BbI
TOPryeTech C HUMH, Bbl Ha IIyTH K ITOTE€PE UX PACIIOIOKEHUS.

Ecnu BbI cka3zanu, 4ro pybalka, KOTOPYIO Bbl IOpBajiu y Hac, crouT 100 1omuiapoB ¥ Ml
W3BUHWINCH U BbInUcaiu 4ek Ha 100 gosnapos, TO BCe UIET MPEKPACHO.

Ho ecnu knueHT ckasan, yro pyOamka crout 100 qonnapoB, a Mbl Ha4aiau TOBOPUTH: «Bel
Be/Ib HOCUJIM 3Ty pyOaiuky Hekotopoe Bpems. Ilouemy Obl Bam He ymoBineTBoputhbes 50 poiia-
pamu?», 310 OyJIeT TO ke camoe, YTO U HE CJlieNIaTh HUYero, — IOTOMY 4TO MbI ITOTEPsUIU J00poe
OTHOLIIEHHE KIIMEHTa K HaM, KOIJla Hadyaju OCHapuBaTh CTOMMOCTb U 00CY/1aTh CTENIEHb U3HOCA
pyOarku.

Crennu pacckasbIBaeT UCTOPHIO, CIIyUYUBUIYIOCS ¢ HUM B IIEpBbIE JHU €ro paboThl B Mara-
3uHe. Oz1Ha 1ama Kynuia 6ajabHOe IU1aThe, OT/AEIaHHOE Kpy)KeBaMH pydHoi paboTsl. OHa 3abpana
€ro JIOMOM, oiMH pa3 Hazena u, co cioB CTeHIIN, «IIPUHECHA €r0 B TAKOM COCTOSIHUHU, Kak OyJTO
OHa B HEM 0OOpPOJIach, U MOMPOCUIIA BEPHYTh €il ICHBIUY.

52



K. Cobtoann, . BpayH. «KnueHTbl Ha BCIO XN3Hb»

Crennu BepHyJ €il JeHbIU — C YIBIOKOH, pacCcyquB, YTO 3aMEHUTH KIIUEHTa OyAeT HAMHOTO
Jopoxe, ueM Tuiathe 3a 175 gonnapos (31o 66110 B 1932 romy). OH oka3zancs mpas. «B Teuenue
MHOTHX JeT, — numeT CTeHnu, — 3Ta keHiuHa norparuia y Hac 500 000 momiapoy.

Korna st mpounTtan 06 3ToM B €ro KHUIe, MO )KU3Hb CTajla HAMHOTO Tpotie. BmecTo nonsiTokx
pa3o0parbcs, HACKOJIBKO YECTHO BEIET ce0sl KIIMEHT, Mbl, kak CTeHau Mapkyc, CMOTpUM Ha IIeHY
JOJITOCPOYHBIX OTHOILICHUH.

Ecnu nena Borpoca menee 500 1onaapoB, pyKOBOAUTENb AeIapTaMeHTa UMEET MOTHOMOYHS
yperynupoBars mnpooiemMy. bomnbiirie cymmbl TpeOyrOT TOATBEPKACHUS Y T€HEPAIbHOIO JUPEK-
topa. Llens cocTout B TOM, 4TOOHI J1t000i1 1IEHOI ylepKaTh KIHEHTA.

Ho korna KTo-To mbITaeTcst oJy4uTh OT TAKOTO OTHOIIIEHUSI HEOOOCHOBaHHbIE IPUBUIIETUH,
BbI JIOJIKHBI OLICHUTH, YTO IOPOXKE.

Bor knmneHT nokymaetr MamivHy, Mpue3kaeT Ha Hei JOMOHM M MoKa3biBaeT ee jkeHe. JKeHa
3asBIsAeT: «Sl HEHaBIXKY 3eJIeHbI 1BeT. S Xorena cuHioo. BepHu eey». B aToM ciyyae mMbl mome-
HSIEM 3€JICHYIO0 MAIIMHY Ha CUHIOH.

Ho ecnu on npuoOpeTaet y Hac MalllMHy U AECATh THEH CIyCTs] OOHApY>KUBAET, YTO MOT ObI
KyIHTb I1Ie-TO TaKyto ke Ha 250 gonnapoB JelieBie, OTBET CKOpee Bcero Oy/ieT OTpUllaTeIbHbIN.
MpbI 3aKTIOUMIIM CACNIKY U COOMpaeMcsi MPUIEP>KUBAThCS €€ yCIOBUI.

Wuorna nonaaarwTcs KJIUEHTHI TPOCTO HEBO3MOXxHBIE. K mpuMepy, KTo-HUOY/Ib TOCTOSIHHO
IpUCTaeT K KaCCUPILIE WIH K€ TPETUPYET HAIIUX pAaOOTHUKOB, HAXO/sl HAIly BUHY a0COJIOTHO BO
BCEM, UTO MBI JieilaeM. B Takux ciydasx HaM OCTaeTCs TOJBKO CKa3aTh: «Mbl IPOCUM MPOIICHUS,
HO, HaBEpPHOE, BbI Oy/IeTe CYACTIIMBBI UMETh JEN0 C KEM-TO IPYTHM». Y MEHs YIUIO O4eHb MHOTO
BPEMEHH Ha TO, YTOOBI HAYUUTHCS 3TOMY, IOTOMY YTO MMOI0OHBIE MHIUACHTHI CITyYalOTCs HE Yalle
yeMm pa3 B roa. Ho tenepsb s Mory cka3aTh Takyro (pasy.

Wuorna Mbl Jake HampaBisieM TaKuX JIOJIeH MPAMO K HallleMy «JTF0OMMOMY» KOHKYPEHTY.

OCHOBHEBIE BBEIBOJIBI

— Knuenm ecez0a npas — 0o kakoeo-mo npedena. Hy>xHO HalTH 3TOT Mpeel.
MBI 0 BOBMOXHOCTH CTapaeMcs MPUHATH PEIICHHE B O3y KIUEHTa. Bl ToXxe
JOJKHBI TaK JIeNIaTh. ITO MPUHOCUT MPUOBLIH.

— Vawbanimecw, xo20a kauenm nvimaemcsi 000UmMbCs OONOIHUMENbHBIX
npusuneeuti. Ecii BBl pemImid JaBaTh KIMEHTY TO, YTO OH XOYET, JaBalTe
ATO TOJIHOCTBIO M C YIbIOKOW. He Topryiitech, He 3aKaThIBaiiTe Ilaza U HE
OynpTe capkacTU4HBL. Eciy BBI XOTA OBl 4yTh-uyTh MEHEE NPHUBETIWBBI, YeEM
TpedyeTcs, 3To OyleT CTOUTh BaM BCETO TOTO PACIIOJIOKEHUS KIUEHTa, KOTOPOTO
BBI TOOMBAETECH.

— Knuenmwi xopowue. Ecnu KIMEHT TOBOPHUT, YTO Y HETO e€CTh mpobiema,
99 npouenTos u3 100, yTo 31O NEWcTBUTENBHO Tak. He mo3BossiiTe ocTaBmeMycs
1 % u3MeHuTH Balle oTHOIIeHHE K 99 %.
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MaBa 14
Kak caenaTb Tak, YTOObI KITMEHTbI MOLWSIM BaM HaBCTpevy

OxkazaHue XOpOoIINX YCIyT — IBYCTOPOHHMUIA npoiiecc. Bel MojkeTe caenarh Tak, 4To KJIMEHThI
MOWTyT BaM HaBCTpPEUY.

MpbI HauMHaeM C TOTO, YTO IPOCUM HX MTOMOYb HAaM B OPTaHU3AIMH Hallel paboThl.

BcenomuauTe, 4TO MPOUCXOIUT KaXKAbIH pa3, KOrJa Bbl XOTUTE OYMHHUTH KaKyrO-HUOY/Ib BEIllb.
Bawm nmoutn Bcerna rosopst: «Het npoOnem, npuHecuTe ee croia 3aBTpa yrpom». HazasTtpa B mosi-
BOCBMOTO YTpa BBICTpaUBAETCs 04epellb, U BCE YYBCTBYIOT cebs yoorumu. Knnenty npuxonurcs
0XKU/IaTh, TOKa KTO-HUOYAb OCBOOOAMUTCS M M03a00TUTCSA O HEM, a COTPYIHUKHU OT/IeTa 00CITyXKHU-
BaHUS CXOMST C yMa OT MEPEerpy3KHu.

DT0 TIIOX0i coco0 OKa3zaHUsl XOpouieil ycmyru. Mbl MOJONIUTH K 3TOMY HEMHOTO IMO-JpY-
romy.

CkaxeM, KIIMEHT 3BOHUT HaM, JKelasi CAaTh MalluHy Ha oOcyxuBaHue. Kak 1 Bce, MbI TOKe
roBopuM: «HeT mpobiem» — HO 1ocie 3TOro CMOTPUM Ha CITUCOK BCTPEY, KOTOPbIE YK€ HA3HAUCHBI.
Ecnu B monBocbMOro Bpemst yxe 3arpy’KeHo, Mbl CIIpalllMBaeM KJIMEHTa, HE MOT Obl OH MPUTHATH
MaIllIMHYy B MOJNJIeHb. B eBsITH cllydasx U3 JecsTH OH ObIBaeT coraceH. Eciu ke HeT, Mbl npe-
JaraeM Bpems mnociie obena uiu nocae padbotsl. (M moMHuUTE, MBI Belb JaAUM €My O€CILIaTHYIO
MaIlIMHY Ha 3aMEHY, I0Ka €ro MalIuHa Oy/ieT B MacTepPCKOH.)

[TpenocTaBiss KIMEHTY BO3MOKHOCTh BBIOPATh BPEMS, Mbl CTapaeMcs CAeNaTh €r0 BU3UT KaK
MoxkHO Tipouie. [Tnroc aTo mo3BosnsieT cOamaHCHpPOBaTh U Hallly 3arpy3Ky. Benb eciu oH ciacT Ham
CBOIO MallIMHY B 17 4acoB, TEXHUK CJEJIaeT 4acTh pabOTHI YK€ B ATOT JIeHb U Y Hero OyzneT GpoHT
pabot Ha 3aBTpairHee yTpo. OH Ja)ke CMOXET, €CH 3aX0ueT, IPUNUTH paHbllle, YTOObI OOJbIle
YCHETbh.

Htak, BoBce HEe 00s13aTeNbHO, YTOOBI BCE KIIMEHTHI ChE3KAINUCH CAaBaTh MAIIMHBI B PEMOHT
C PaHHETO yTpa, U Mbl MOXEM MOJIYYUTh U3 ATOTO €IIe OJHY BBITOY: pacnpesesnss Oonee paBHO-
MEpPHO Hally paboTy, Mbl MOKEM YIEIUTh OOJIbIlIe BPEMEHU KaXKJIOMY KJIMEHTY M BHUMaTellbHee
U3yYUTh COCTOSIHHE €r0 MAIllUHBI.

CnoxHO opraHU30BaTh MPABWIbHBIN PEMOHT WJIH MPEA0CTABUTH XOPOIIYIO
YCIIyTY, €CJIH BBl HE 3HA€TE, UTO HY’KHO OTPEMOHTHPOBATH UJTU YETO XOUET KIIUEHT.
Haiigute crioco6 3acTaBUTh KIMEHTA MOTPATUTh JIECATh MUHYT JUIsl J€TaIbHOTO
OIMCAHUA €ro NPoOIeM U MOKEITaHUH.

MBI peKOMeHIyeM, 9TOOBI KIIMEHT caM MPHeEXall K HaM, €CIIH €ro OeCIIOKOST KaKue-HuOyIb
IIyMBbl WK JIpebe3KaHusi, — TaK OH MOXET BCE OOBSICHUTH U TMOKa3aTh JUYHO. DTO MOXOXKE HA
MOCEIIEHHE JOKTOPA: €CIIM OH MOJKET OCMOTPETH BaC M BBICIYIIIATh BAIlId OOBSICHEHHS, OH TOMOXKET
BaM Oosiee A3pPEeKTUBHO, YEM €CJIi Obl Bbl paccKa3ajil O CBOEM CaMOUyBCTBHUH 110 Tele(dOoHY.

Kak HE cTpaHHO, OYE€HBb TPYIHO YTOBOPUTH JIONEH MOAPOOHO pacckaszaTh, YTO UM HYKHO:
KITMEHTHI Beerya cremar. Ho ecii oHM TOTpaTsT AOTOTHUATENBHBIC IECATh MUHYT Ha ONHACAaHHUE
po0seM, MaHChl Ha MPaBUJIBHBIN PEMOHT 10 MEHBINIEH Mepe yaBauBaroTcs. HUKTO W3 HAC — HA
KJIMEHTHI, HU TeM 00Jiee MBI — HE XOUET, YTOOBI O/IHA U Ta XKe padoTa jenanack moBTopHO. M eciu
OHH HE MPHUE3KAIOT BCE C CAMOTO yTpa, KOTJla U MBI IEpErpyKEeHBI, 1 OHU TOPOIISATCS HA PaboTy, —
TOTJIa MBI CMOXEM MOAPOOHO TOTOBOPHUT.

OdeHp YacTo Takas HeOOJIbIIAsi HHBECTUIIMSI BPEMEHH MTOMOTAeT COKOHOMUTH MHOTO Bpe-
MeHH B OyaymieM. Mbl cTapaeMcst IIOATOIKHYTh KIIMEHTOB K Pa3roBOpy 00 UX 0COOBIX TIOKEITAHUAX
U TIOTPEOHOCTSX. XOTHTE JIU BB, YTOOBI MBI MBUIH MAIIUHY KaKIBIH pa3, KOTJa BBl MPUTOHSETE
ee k Ham? [Ipeanounrtaere nu Macio «10-40»? Hpassarcsa au Bam muHbel Michelin? Xoporio. Msl
caenanu cede MOMETKHU U OOJIbIIIE CIIpallinBaTh 00 3TOM He OyaeM.
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Ectb eme ogun cnoco6 moka3aTh KIHMEHTaM, Kak MOJIyYUTh Xopoliee oocnykuBanue. Hamo
OBITH C HUMU JTF00E€3HBIMU — TOT/IA U OHH CKOpee Bcero OymyT J1t00e3HbI ¢ BAMU U 00JIee TePIEIHUBHI,
410 o0sieryut padoty. TpyaHo aenarb 4To-1nbo, KOrja 3a CHMHON KPUUUT KIIHUEHT.

MpI Takxke cTapaeMcs OObSICHUTB KIIMEHTaM, Kak MbI BeJieM fienia. Hamprumep, Mbl pacckasbl-
BaeM MM O TOM, YTO, KOTJ]a OHU K HaM MPUXOJIAT, Mbl IEPBBIM JIETIOM H3BJIEKaeM KapTOUYKYy C UCTO-
pHeit 00cny>KuBaHUS MX MAIlIMH. JTa KapTOYKa TaKXkKe MO3BOJIIET HaM OMpPEeIUTh, KTO U3 MacTe-
POB 3aHUMAJICs ATON MamHOU panbie. (KinueHT obmmaercs ¢ OJHUM U TeM K€ MacTePOM KaXKIbIn
pa3, U y Hac MOSABISETCS JTOTOIHUTEIbHAS BO3MOKHOCTD ISl YCTAHOBJICHUS B3aMMOOTHOIICHUN
¢ HUM. MBI XOTUM, 4TOOBI eMy OBLITO YI0OOHO UMETh C HAMU JIEJIO, 1 BBICTPAUBAHUE JIMYHBIX OTHO-
HICHUH TOMOTaeT 3TOMY. MBI pacCUUTHIBAEM, UTO, KOT/Ia OH CIBIIIUT CTPAHHBIN IIyM MO KallOTOM,
OH CKaXeT: «l che3kKy K MoeMy MacTepy AllaHy, U OH 103a00TUTCSI 000 MHEY.)

Y3HaB, KTO U3 MacTepoB pabOTaeT ¢ 3TOI MAaITMHOW, Mbl HAKJICBAEM Ha €€ KPbIILY HeOOIIb-
IIYIO [[BETHYIO HyMEPOBAHHYIO HAKJIEHKY, TaK YTO AJIlaH CMOXKET YBUETh MAIIMHY CBOETO KJIU-
€HTa B MOPE MallIlH, CTOALIUX BOKPYT.

[TocKoNbKY KIMEHT 3HAeT, Kak paboTaeT CUCTEMa, EMYy YK€ He KaKeTCsl, YTO €CIIU MBI Cye-
TUMCS BO3JIE YY»KOM MalIMHbI, TO MBI IIPO HETo 3a0buth. OH 3HAET, YTO y KaXJI0T0 €CTh HOMEp U
BCEX 00CIy>KaT M0 MOPSAKY, TaK 4TO OECIIOKOUTHCS HE O UeM.

KnueHT noBoseH, 1a ¥ HaM IPOIIIE JeIaTh CBOIO padoTy.

OCHOBHBIE BBEIBOJIBI

— Ilo360nvme KnueHmam nomous 8am oxkaszvléams xopowiyro yciyey. Hayuure
UX, KaK TMOJy4yaTh JIy4lIUil CepBHC: B Kakoe BpeMs yJoOHEe BCEro C BaMH
BCTpeuaThCcsl M 4YTO OHM JOJDKHBI CKa3zaTh BaM, 4TOObI paboTa Obuia creiaHa
MIPaBWJIBHO C MEPBOTO pasa.

— Ecnu 6wt ynvibaemecv, 6am mooice ynvloHymcs. Eciu Bbl BEXIUBBI,
KJIMEHTHI OyyT BEXKJIMBBI B OTBET. ITO 00JIeryaet padboTy.

— ObvsacHume KaueHmam, Kaxk vl pabomaeme. Y Bac MOXKET OBITh JTydIias
B MHpE CHUCTeMa JJIsl UACAIbHOTO BBIMOJIHEHUS PaOOThI, HO €CJIH KIMEHTHI 3TOTO
He 3HAIOT, OHU B JIyYIlIeM ciy4ae OyIyT COUTHI C TONKY, a B XyALIeM — 0003JICHBI.
Korna onu modiMyT Baimly cuUcTemy, OHU OyIyT JymaTh O Bac JIy4Yllle U 3aXOTSAT
BEPHYTHCA.
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MaBa 15
NMporpammbl AN NOCTOAHHbLIX NOKynaTeneun

PykoBonurens American Airlines boo Kpanaamn — mynpelii uenosek. PazpaboTka ero aBua-
KOMIIAHHUEH MPOrPaMMBI JIJISl YACTO JICTAFOIIUX MACCAKUPOB JI0Ka3alia 3TO.

[TporpamMMsbl Jisi TIOCTOSTHHBIX MAaCCaXKHPOB MOAYEPKHUBAIOT, CKOJIBKO BHUMAHHS YICISIOT
ABUAKOMITAHUM CBOMM KiMeHTaM. Kax/plii OM3HEC JODKEH UMETh TaKOro pojia MporpaMmmy: 3TO
eIle OJIMH CIoCco0 CO3JaHMs JOSUTBHOCTH KITMEHTOB. B TOM, YTOOBI JIOJM BO3BPALIAIUCH K HAM
CHOBA M CHOBA, M COCTOMT BCS HJIesl PEIOCTABIICHHS TPEBOCXOHOTO KIMEHTCKOTO CEpBHUCA.

Ecnu MBI cMOYKeM 3aCTaBUTh KIIMCHTA BEPHYTHCS K HAM, IPOM30UIET BOT UTO.

Bo-niepBbIx, Hallu MPoJaKu BeIPACTYT. KiIMeHT mokymnaet yHac OoJbIie.

Bo-BTOpBIX, MBI YCHIIMBaEM HaIlly IMO3UIMIO HA PhIHKE. ECIIN KIIMEHT MOKyIaeT y Hac, OH He
MIOKYTIaeT Y KOHKYPEHTOB.

B-Tperbux, Mbl CHUKAaeM HaIlllM PacXoibl Ha MapKeTHHT. Ha mMOBTOpHOE MpHBIICUECHHUE KIIU-
€HTa HEe HaJl0 TPaTUTh MHOTO JICHET: OH Y€ Halll KIUeHT. K ToMy e JOBOJIbHbIC TOKYIaTen
PacCKaxyT CBOMM JIpY3bsIM, KaK MM HPABUTCSI UMETh JIEJIO C HaMU, — a HeT OoJiee AP PEeKTUBHOM
pEKJIaMBbl, YeM PEKOMEHIAIIHS PyTa.

B-4erBepThIX, 3TO M30aBIISET HAC OT IICHOBOW KOHKYPEHIIUH, TOTOMY YTO JIOSUTbHBIA KIIUECHT
BPSIL JIA COOJTA3HUTCS CKUKOM B HECKOJIBKO JIOJUIAPOB B IPYTOM MECTE.

W HakoHel, TOBOJIbHBIA KJIMEHT OyIeT OXOTHO MpoOOBaTh M JPYTUe HAIIA TMPOTYKTHI WIH
YCITYTH, TaK KaK MbI JISJAU JUISl HETO XOPOIyI0 paboTy B MPOIILIOM.

C y4eroM BcexX ITHX MPEUMYIIECTB MHE TPYAHO MOHSATH MPUYUHBI, IO KOTOPBIM y KOTO-TO
HET IPOTPaMMBI JUIsl TOCTOSIHHBIX MTOKYTIATEJICH: BEIb JIOSUITbHOCTh KIIMEHTOB HE MOSIBIISIETCS cama
co00M. A porpamMma Takoro pojia TOBOPHUT KJIMEHTY O TOM, HACKOJIBKO OH JUIS BAC BaYKCH.

[IporpamMmMbl [UIsi TOCTOSIHHBIX MOKYIaTellel JTOKa3bIBAIOT KIIMEHTaM,
HACKOJIbKO OHM BaKHBl Juisi Bac. Mcmonb3ys Takoil TMOIXON, BBl HJIETE
HaMHOTO Jajbllle, YeM KOTJa TOBOpUTE (MHOTAA MEXaHUYECKH) «cracu0o». Be
JIEWCTBUTEIBHO BO3HATPAXKIAETE JIFOICH, UMEIOIINX C BAMU JIETIO.

EcTp eme mapa TOHKUX, HO Ba)KHbIX MOMEHTOB. Hampumep, aBUakoMIIiaHUU CaMH BBINOJI-
HSAIOT BCIO paboTy no opopmiieHuto oymar. KnneHnrty He Haio 3a 4eM-To cieauTsh. (S gymato, ecTh
YTO-TO YHU3ZUTEIBHOE B TOM, YTO KJIMEHTA 3aCTaBJISAIOT OTCIIEKUBATh, CKOJIBKO OH Y Bac MOTPATHUIL.
Yacto oT Hero TpeOyrOT KBUTAHIMM MM 3aBOAST KapTOUKH, HA KOTOPHIX OTMEYAIOTCS MOKYTIKH.
S cunraro, 4TO ATO HENMPaBWIBHBIN MOIXO/: KIMEHTA CJIOBHO ObI 3aCTaBISIOT BHIMAIMBAThL Y Bac
TO/IapOK. )

Kpome Toro, mporpammsl Jij1s1 TOCTOSTHHBIX MOKYIIATeNIeH YacTO MOMOTal0T X035i€BaM Mara-
3MHOB OIPEIEIUTH CBOETO JIYUILIEro KINEeHTa. Mbl MOKeM B OOIIIEM MPECTaBIATh ce0e, YTO MHC-
cuc JI>xoHC moTparuia Maccy JIEHer y Hac 3a BCE I'O/ibl, HO SIBJISIETCSI JIM OHA 00Jiee XOPOLIUM MOKY-
nareneM, yeM Muccuc CMUT uian Muccuc Yait? TpyaHo HalTH yeraoBeKa, KOTOPBIA Obl TOMHUII
Bce 3T0. HO JOMKHBI JTM MBI UMETh TaKyr0 HH(OPMAIIHIO?

JIBe Mou 1ro0uMBbIe HCcTOpUM 00 3TOM KacaroTcs oTesnist Mansion 3aech, B [lannace. Korna ero
BJIaJIENbIIbl 3aHSJIUCH BBIYMCIEHUEM CBOUX CaMbIX JIyUIINX KJIMEHTOB, OHU OOHAPYKUJIU, YTO J1BA
WHBECTUIIMOHHBIX OaHKupa Tparar B ux pectopane 20 000 momrapoB 6 mecay. B ux pecropane!
Tonpko TOrNA 10 HUX AOLLIO, YTO OHU JOJDKHBI 3TUM JIFOJSAM OO0JIbIIE, YeM IPOCTOE «CracuOo».

AHanornydHas Belllb, MMPaB/ia, B MEHbIIIEM MacinTabde, mpousonia u co MHoM. Hamra komma-
HUs ycTpowia B Mansion aBa 651aroiapcTBeHHbIX 00e1a /17151 CBOMX IIPO/IaBILIOB, a TOTOM OJHAXKIbI
MBI C JKEHOM pEelINIi IPOBECTU BBIXOJHBIE MO/IaJIbIIIE OT BCeX. Sl MO3BOHMI, YTOOBI 3aKa3aTh AJIs
Hac KOMHATy, HO, KOT/Ia Mbl IIpUEXaliu Tyda, 0Ka3ajloCh, YTO HaM IPEIOCTABICHbI allapTaMEHTHI.
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OHH NpU3HAIIN HAC XOPOIIUMH KJIMEHTAMH U XOTEJIH HAC Mo0IarofapuTh. DT0 ObLI KeCT, KOTOPbIi
MBI BBICOKO OLICHHJIH — M 3aTIOMHIJIH.

VY Hac eCTh HECKOJBKO CIIOCOOOB BHIPA3UTh MPH3HATEILHOCTh KJIMEHTaM: JINYHO, 110 Teje-
(boHy (MBI Bceryia 3BOHUM uepe3 napy JAHEH Mociie TOro, Kak 4elIOBEK KYIUIT y HaC MalIuHY, 4TOObI
yOeauThCs, UTO C Hell Bce B MOPSIIIKE, U Ile Pa3 CKa3aTbh, KAK MbI LICHUM TO, YTO OH UMEET JIeJI0 C
HaMH), ¥ HHOT/IAa MbI PACChLIAEM OTKPBITKH € OJIaroapHOCThI0. A TeM, KTO KyITUJI y HAaC J1Ba/II1aTh
MATYIO MallMHY, MBI BCEIIa MTOChUTAaeM MPEeKpacHbIid KyOok oT Steuben.? (51 yaMBIAIOCH, CKOJIBKO
HAJIO 3aIUIaTHTh IOPUCTY WM OAHKUPY, YTOOBI MOJYYHUTh OT HUX XOTS ObI OTKPBITKY. UTO YK TYT
TOBOPHUTH PO KyOOK...)

OnHako mporpamMma BO3HArpakJIeHUsl He JODKHA OBbITh MPUBS3aHa K KaKOKH-TO 0COOCHHOM
nokymnke. Harpumep, Mbl IPOBOANM €XKETOJHYIO BEUSPUHKY ISl KIIMEHTOB. OUH pa3 3TO ObLIO
apT-moy. B npyroii pa3 — mognoe neduie ot Neiman-Marcus. Kak-To 310 Oblia rypMaHcKasi Bede-
pHHKa, TOTOBUTH JUIsl KOTOpoi Mbl purnacuiu [oms [pymoma.

Y Hac ecTh MOJHBII CIUCOK HAIIMX MOKYMAaTeNel, 1 Mbl IPUIJIAIIAEM B TOCTH HX BCeX. MBI
HE TpUIialiacM MOTEHIUAIBHBIX KIMEHTOB (XOTS y HEKOTOPBIX MPOJABIIOB €CTh TAKOE MPaBO) —
MBI OTPaHUYMBAEM KPYT MPHUIIALICHHBIX TOJBKO TEMH, KTO UMEIl C HAMHU JIEJIO B MPOILIOM: 3TO
Halll crloco0 CKa3aTh «Cracubo» cTapbiM KIMEHTaM, MOAJePKaTh C HUMH OTHOLICHUS, €Ile pa3
clienarhb JJIsl HUX 4TO-TO.

KT0-TO MOXET CKa3arh, YTO MpOrpaMma BO3HArPAKICHUS KIIMEHTOB — 3TO JICHBI'Y Ha BETEP:
MOJI, IIOCTOSIHHBIN NAaCCAXUP MM NOCTOSHHBIN MOKYNaTelb BCE PABHO NPHUJIET K BaM, YTO €r0 BO3-
Harpaxaars? Bel IpOCTO BHIKUIBIBAETE ICHBIU U3 CBOCTO XKE KapMaHa.

Ho ckonbko neHer oka3aoch B BalleM KapMaHe Onaromaps STHM XopommM kiaueHTam? He
CTOMT JIM CKa3aTh UM «crmacu0o» XoTs Obl 3a 310? W moyemy OBl HE AaTh UM JIOTIOJHUTEIBHBIC
PE30HBI ISl TOTO, YTOOBI OHU MPOIODKAIN OBITh BAIMMH KITUCHTAMH?

JIronu mo0AT, KOraa ux OarogapsT 3a To, YT0 OHU UMEIOT C BaMH JIEJIO.

OCHOBHBIE BBIBOJIBI

— byovme na ceazu. OnpenenuB CBOMX JIYYIIUX KIHEHTOB, PEryJISPHO
oOmiaiitech ¢ HUMH. MoXKeT OBITh, BbI MPHIIJICTE MM CBOM HOBOCTH WIIH
MPUIIIACUTE Ha BeuepuHKY. [TokakuTe, 4TO BBl HE 3a0BUIH O HHX.

— Kax wuacmo mnaoo ecosopums «cnacuboy»? Kaxaplid pas, Koraa
MIPEIOCTABISICTCS BOBMOKHOCTD.

— He 3abvi6aiime o dene. Kaxplii pa3, CBA3bIBAsICh C KIIMEHTOM, BKITIOUUTE
B ITUCHMO YTO-TO €IIe: ONMCAHKE HOBOTO MPOAYKTA WU YCIyTH, HH()OpMAIHIO O
pacnpogaxe au00 00 yBeTHueHHH pabOYHX YacoB U T. TI.

3 KOMHaHI/ISI-HpOI/ISBOZ[I/ITeHB OKCKJIFO3UBHBIX IIOAAPKOB.
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maBsa 16
Kak HaHATb Ny4wWwnx coTpyaHUKOB

OTnu4HbBIE YCIYTH MOTYT OKa3bIBaTh TOJIBKO OTIUYHBIE PAOOTHUKHU. UTOOBI OBITH JIyUIIUMHU,
HY>KHO HaiTu nozeit ¢ onenkamu 10 mo 10-6annpHoi mIkase.

KoneuHo, MO)XHO cHIETh B CBOEM O(rce U KJ1aTh, KOT/Ia TaKue JIIOIU NpuayT camu. Ho 1o
HE 04eHb YPPEKTUBHO: MBI MOTPATUM Kyuy BPEMEHHU Ha MHTEPBBIO C HEJOCTATOYHO KBaIU(PUIIU-
POBaHHBIMH JIIOJBMH, TIPEK/IC YEM HAMTIEM TOTO, KTO HaM HYKCH.

Msl nibiTaeMcst 000UTH 3Ty mpoOiiemMy, IPOBOJS MHTEPBBIO CO BCEMH IMPETEHICHTaMH, C
MOCJIEIYIONIUM TECTUPOBAHUEM TEX, KTO IMPOM3BEI HA HAC BIICYATICHHE B XO/I¢ MHTEPBBIO. (MBI
eI1e MOrOBOPUM O TECTUPOBAHUU HUKE.)

[Tpoueccy HaiiMa MBI yziessieM MHOTO BHUMaHus. Bes Hamna cucreMa o0CayKUBaHHUS OCHO-
BaHA HA TOM, YTO Ka)KIbIH KJIMEHT MOJKEH MMETh MOJOXKUTENbHBIA OIBIT OOIIEHHUS CO BCEMHU
HAIIUMU COTPYIHUKAMU, C KOTOPBIMHU €My IPUJIETCS BCTPETUThCS. [103TOMY U 1TI0/1€H MBI TOJTAKHBI
HaHATH XOPOIIHUX, a JIJIS ATOTO MPUXOIUTCS TPATUTh MHOTO BPEMEHH Ha HHTEPBBIO.

[IpoGnema Haiia B TOM, 4TO Mbl OY€Hb 3aHATHL. M €ciiu HaM NPHCHIIAIOT PE3IOME YEThIPEe
YeJI0BEKa, MBI 4acTO yOexkaeM ceOsi B TOM, YTO MbI JIOJDKHBI HAHSATH OJTHOTO M3 HUX, TaK KaK BCE
OHH, BEPOSITHO, OJITMHAKOBO XOPOIIIH.

Ho uame Bcero sto He Tak. MoxeT ObITb, JIydllias KaHAUAATypa Ui Hamield paboThl Haxo-
JTUTCSI CPEJTU ATUX YETBEPHIX, HO IIIAHCHI CKOPEE 3a TO, YTO €T0 37IeCh BOOOIIEe HET. Bo3MoXKHO, HA0
IIPOBECTH MHTEPBBIO C JIBAIATHIO MATHIO KAaHAUJATAMU, YTOOBI HANTH M0-HACTOSAIEMY MOIXO0/IS-
IIETO YEeJIOBEKa, U C COTHEH, YTOOBI OTHICKATh KOr0-TO ACHCTBUTEILHO BhlAatomnierocs. Ho y xoro
€CTh CTOJILKO BpEMEHH Ha Bce 3T0? B Kakoi-TO MOMEHT MPUACTCS OCTAHOBUTHCH.

U Bce-Taku g ymaro, 4TO, €CIIU Bbl HE TIOTOBOPUIIN C JABAILATHIO MATHIO KaHIUIATaMU, BbI
HE UCKaJIK XOPOIIIO.

Ecnu oHm xopomio pabotaiy B MPONUIOM, BEPOSITHO, OHU OyIyT XOPOIIO
paborare u B OyaymeM. Tak 9TO, MPOBOIS MHTEPBBIO, MIIMHUTE TEX, KTO OBLIT
YCTICUICH U TIPOSIBUJI JTUICPCKHE KaueCcTBa.

3a MHOTHE TOIBI MBI HAIIUTH BeChbMa HETUIOXOW CTOCcO0 /ISl pacTiO3HABAHHS BBITAIOIIHXCS
JIIOZIEH.

Jlnst Hadaa, MBI TIOYTH HE JAaeM pekiambl. JIkoau, KOTOPBIX MBI XOTENN ObI BUAETH Y ceOst
— JIy4IIINAE JIFONIU, — YKe UMEIOT paboTy. OHU HE TPOCMATPUBAIOT OOBSBIICHUS O BaKAaHCHUSX U HE
pacchuialoT cBou pestome. Ckaxy OoJbIle: OOMBIIMHCTBO U3 YCIEIIHBIX JIIOACH, HAaHATHIX HAMH,
BOOOIIIE HUKOTJa HE UMEU pe3toMme. Mol ux Hauiiy, TOTOMY YTO YCJBIIIAINA O paboTe, KOTOPYIO
OHU BBITIOJHSJIM T/Ie-TO €IIe, WIH, YTO CIy4aeTcs elIe yalle, uX MOPEeKOMEHI0BaIn Ipy3bs. Kak
MIPaBUJIO, JIFOIU BBIIAIOIIMXCS KAaYECTB JIpyKar ¢ ce0e MoA0OHBIMHU, TaK YTO MBI 00palaeM camoe
MPHUCTAIBHOE BHUMAaHKE, KOTIa KTO-TO M3 HAIIKX JIFOIeH pEeKOMEHIyeT HaM Jpyra.

J1i1st Hac BaKHBI MATh KPUTEPUEB!

— Hanuuue ucmopuu ycnexa. Mpl XOTUM HaHUMATh JIFONEH, MTOKAa3aBIINX, YTO OHU MOTYT
JI0OMBaThCS pe3yibrara. X mporuisie ycrexu He 00si3aTeNbHO TOJDKHEI JIEKaTh B cepe HaIlero
Ou3Heca, HO Mbl XOTHM 3HaTh: OBLIM JIU OHU YCIIELIHBI Ha Npolioi padore? B xo66u? B xu3uu?
PaGoranu v oHM Ha TUAEPCKUX TO3UIUAX?

— Unmennexm. Hailie TeCTHpOBaHUE MO3BOJISET KOJIMYECTBEHHO U3MEPUTH ero. [1pu mpounx
PaBHBIX OOCTOSTENILCTBAX YMHBIC JIFOJHM CIENAIOT JIEJO JIy4Ile; K TOMY K€ ¢ HUMH HHTepecHee
HaXOAMTHCS PsIoM. B Hamiei koMmaHu# 3T0 0COOEHHO Ba)KHO, TAaK KaK ¢ TCYCHUEM BPEMEHH y Hac
CJIOXKHMJIACh TPYIIa OYeHb CIOCOOHBIX JIFOCH M UM TPYIHO paboTarh C JIIOIbMU MEHEe coo0pasu-
TEJIbHBIMHU.
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— Onepeusi. MHe HpaBsTCS JIIOOU, KOTOPBIE €p3at0T BO BPEMsI HHTEPBBIO. HacTo 3TO HE CUM-
ITOM HEPBO3HOCTH, a MPU3HAK TOT0, YTO OHM HPEANOWIN Obl YTO-HUOYIb Clenarb, a He CUAETh
CUJIHEM Ha CTYJI€.

Bbl MOkeTe MHOTO€ y3HATh O CTEIIEHH YPHEPIMYHOCTH YEJIOBEKA, €CIIN [IOUHTEPECYETECH €r0
x0001. OH nmyTelecTByeT, Oeraet, KaTaeTcsl Ha JIbDKaX, UTPAeT B pakeTOOJ UIIH JKe UTpaeT B IIax-
MaThl, Opumk 1 yntaet? (B naeane, KoHEYHO, OH JODKEH UMETh X000u 000uX BUI0B.) MHoOrue
HAllli COTPYIHUKH — OBbIBILINE CIOPTCMEHBI. Eciy BbI OBIBIINI JKOKEH, BbI, HABEPHOE, JOCTATOUYHO
BBIHOCJIMBBI, YTOOBI IPOBOAUTH HA HOrax MHOTHe yachl (12-yacoBoii pabounii 1eHb y Hac 00bIYHOE
JIe7I0), U CHOCOOHBI BOCCTAHABIMBATHCS MOCIE KPUTUKHU MITH TTOTEPH CAEIIKH.

— Xapaxmep. Mbl IpOBOIUM NIPOBEPKY KPEAUTHON UCTOPUH U PEKOMEHIALINH, a TAKKE MEH-
IIMHCKOE OCBUJIETEIILCTBOBAHHUE, BKIIIOUAlOlIee B ceOs MPOBEpKY Ha HApKOTHKH. Bokpyr Hac He
JIOJKHO OBITh HAPKOMAHOB.

Ho MbI niITaeMcst BBIACHUTH OOJIbIIIE — K TIPUMEpY, JOOAT 1M HalIM OyayIiue COTPYIHUKH
Ha CaMOM JIeJIe ITIOMOTIaTh JIOAAM. MBI TaKK€ XOTUM MOHSTh, TOPAATCS JIU OHU CBOMMHU JIOCTHKE-
HUSIMH, — CIIPAILINBAEM O Harpajiax, KOTOpble OHM ITOy4daau. X OTBETHI TOBOPST HaM HE TOJIBKO O
TOM, YTO OHH JI€JIaJIi PaHblIe, HO U O TOM, IOCTATOYHO JIM Y HUX aMOMLIUH, 4YTOOBI OBITh JTyUIIUMH.
Kpome Toro, Mbl npITaeMcsi OHATh, CIIOCOOHBI JIM OHU JIOBOAUTH JIeNo J10 KoHua. Hanpuwmep, s
BCEI/Ia CMpallnBalo, oyemMy OyXrajaTep HUKOTJa He IbITAJICS CIaTh IK3aMeH

CPA* nnu kak moJy4MsIoCh, YTO YEJIOBEK HE CMOT 3aKOHYMTh KOJIJISIK UM YHUBEPCUTET.

— Iloooudym au onu? KoHe4HO, 3TO HENb351 YBUIETDH CPasy, HO 3TO OYEHb BaXKHO.

Hammu nponaBisl 4yacto OBIBAIOT TOJCTOKOKMMHU M arpecCUBHBIMHU, HO TPU 3TOM BOCHpU-
HUMAIOT TMOTEPIO CACNIOK CIMIIKOM JMYHO. BONBIIMHCTBO M3 HUX OBIBIINME CIIOPTCMEHBI M 4acTO
CKJIOHHBI K TOMY, YTO Ha3bIBalOT KIOMOPOM pa3AeBasIKi». ECiiM BBl OTHOCUTECH K 4YyBCTBUTEIbHBIM
JIONIIM, TAKO€ COCEJICTBO MOXKET OKa3aThCs JUIsl BaC IBITKOM.

Bor npumep. Y ogHOro U3 Halmmx JIydluxX IPOJABLIOB OAMH IVIa3 CTEKJISHHBIN (pe3yabTar
JieTcKoro 6anoBcTBa ¢ Kanctonem). M mposBuie y Hero — MeptBbiii [11a3. OueHb TOHKO. ..

Ecnu BBl cobnpaeTech NPOBOAMTH AECATh-ABEHAALATH YAaCOB B IEHb C ONPEIEICHHON TPyII-
OM JTrofIeid, BaM OyZeT Ipolie, €CIH Bbl UM OAXOUTE.

Br1sBUB st071€H, KOTOpBIE, IO HAIlIEMy MHEHHIO, MOTYT OBITh XOPOIIMMHU KaHAWAATaMH, MBI
HaIpaBJIsieM UX HA TECTUPOBAHUE.

MBI IPOBOIUM TECTHPOBAHUE yKe NATHAAUATH JeT. COTPYIHUKH OAHOM yBaXkaeMOi (hupMBI
[0 TICUXOJIOTUYECKOMY TECTHPOBAHHMIO CKa3ajlM HaM B CBOE BpeMs, YTO Mpoliecc HaiiMa Oyaer
s deKTUBHEE, €CITU MBI IPOTECTUPYEM BCEX, KTO UILET Y HAC paboTy.

Tak Kak s BBIpOC Ha CTOSIHKE JIJIs IPOAAXKH MOJICPKAHHBIX MAIlUH, 51 60Jiee CKeNTHYEH, YeM
O0sbIIMHCTBO Jrofeil. U s pemmi criepBa NpoTECTUPOBATh CAMUX TECTHUPOBILMKOB, OMIPOCUB UX
OTpaHXKMPOBATh HAlll IEPCOHAJI. YAUBHUTEIBHO, HO OHU TOYHO ONPENETMIN HAILINX JYUIINX, CPEN-
HUX U XyJIIHX IPOJABLOB.

51 ObL1 BrieUaTsieH U yAUBHIICS ewle Oonblie, koraa A-p Pon Tpero, pykoBonuBIIMii TeCTaMu,
MIPEUIOKUIT MCTIONB30BaTh PE3ybTaThl HAIIMX JIYYIIUX MPOJABIOB B KayecTBE oOpasua Juis
MOKCKa paOOTHUKOB B OyAyIieM. JTo ObLIa yBIIeKaTeIbHAs Uesl: IPOTECTUPYH JTyUIINX U IIbITACS
HaHSATH eIlle JIFOCH, TOX0KUX Ha HUX. Takas cTparerus padorana nocnennue 15 net. (S mpuBoxy
oOpaszery Tecra.)

4 DK3amen Accompanmm npodeCcCHOHaTBHBIX OyXranTepoB AMEpPHKH.
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PE3YNLTATbI TECTHPOBAHUA

®anTop A: HaB kKK PYHOBOGCTRA
5% 20% 50% 20% 5%
1)  SHeprua 9 (BhicoHDe) * T & 5 4 3 2 (HHsHoe) 1
2] HoHTponk 9 (BhicoHD2) ST 6 » 4 3 2 (HH3HDe) 1
3)  YCTORYHBOCT
3] MeHTankHaA o (BhicoHDE) BT 6 5 4 3 2 (HH3Hoe) 1
&) 3MOLHOHANEHAA 9 (BhicoHD®) o7 6 5 4 3 2 (HHzHDe) 1
B) BLIHOCNHEOCT 9 (BoicoHD2) o 76 5 4 3 2 (HW3HDe) 1
4)  MnaHWpoBaHHEe H aHanWz 9 (BeicoHD2) B8 7 6 S » 3 2 (HH3HDR) 1
5] OpHeHTaLMA
a) NPogaH 9 (BuicokDe) 87 o 5 4 3 2 (HHzHDe) 1
&) aOMHHHCTPHPOBAHHE 9 (phicoHoe) 876 5 4 & 2 (HzHDe) 1
BI NH3OH 9 (BhicoHog) 97 » 5 4 3 2 (HHzHDe) 1
®anTop b: MIHUALIE CKNOHROCTH
&) HHTEAnEeHT o (BoicoHD2) 876 5 4 3 2 (HWzHoe) 1
T7)  CrarycHele NoTPEeEHOCTH 9 (BuicoHog) BT 6 5 4 » 2 (HHzHDe) 1
8] [MoTpefHOCTE B NPHaHAHKK 9 (BeICOKDR) BT G = 4 3 2 (HW3Hoe) 1
9)  CamoCTOATENLHOCTE 9 (BhicoHDE) S e & 5 4 3 2 (HHsHDe) 1
107 PyTHHHEIE BETaNH 9 (phicoHoe) 87 6 ® 4 3 2 (HHzHDe) 1
®anTop B: COOTBATCTEHME HOMNAHMA
11) ¥npagnaemMocTh 9 (BuicoHoe) 8T o 5 4 3 2 (HHzHoe) 1
12) CnegoBaHHe NONHTHHE 9 (BhicoHD2) * 76 5 4 3 2 (HW3HDe) 1
Pesime
13) OpoGpeHKe 9 (BhicoHDE) S @6 5 4 3 2 (HHsHDe) 1
14) MNoTeduMan paseuTHA 9 (phicoHD2) 85 ®6 5 4 3 2 (HHzHDe) 1
OCHOBHLIE AHTHBEI OCHOBHEIE NACCHBEI
— MHTENNEKT
— MeHTaneHas YoTOHY HBOLTh
— MOSHTHEHDE OTHOLEHWE
— CaMoyEEpEHHICTE
HHH: EEEEEEEEEEEEEEEEE] PEQ}'.HI:!TEIT
JonwHocTe: _ JHpeHTOp cepEHEa [ara; 21 aprycTa 1989

MpHMEYEHHA: KAHJWIAT BhIWE CPEIHErD YPOBHA ONA NPEqNoMHEHHON NOSHLWKH, BCTh
NoTEHUKAN pocTa. BOnbWE OPHEHTMROBAH HA NHOeA, YeM OBkIYHBIA
HAHTMIAT HA QONHHOCTE, CEAIAHHYK CCEPBMCO K. CAM A0GHNCA CEOEM
NONOHEHHA, CAMOYBEPEH, 04YEHE BbIHOCIHE. MOMET SLICTRO 00YYaTLCH,
NOHA3LIESET CNOCOEHOCTH BhILLE CREqHMY N0 PELLEHHID NpoGna k. J6Wan
APPEHTHEHOCTE BRICOKAA.

Bcerna nmu tectel paborator? Het. MimeroT i mpo6aeMbl ¢ TECTUPOBAHUEM JIFOH, YUTAIO-
IIM€ TUI0XO WM JUIsl KOTOPBIX aHIIMHCKUH s3bIK He siBisieTcs poaHbiM? MHorna. U xots neuxonoru
TOBOPST, UTO PE3YJIbTAThl TECTA HE 3aBUCST OT S3bIKA MJIM KYJBTYPBI, I 1€1al0 CKUIKY AJs appo-
aMEpHUKaHIIEB WIN UCTIAHOS3BIYHBIX U 0OJIbIlIe BHUMAHUS YICIISAI0 UX UCTOPUH yCIexa.

Ho B menom tectupoBaHue AaeT BIOJHE pasyMHble pesynbTarbl. Eciim Mbl coOupaemcs
HaHATh TEXHUKA, ToYeMy Obl HE B3ATh YEJIOBEKA C XOPOLIMMH CIOCOOHOCTSAMH B 00JIACTH MeXa-
HHUKH BMECTO KOTO-TO BPOJIE MEHS, UbM HaBBIKU B 3TOU c(epe HaxoAsaTcs Ha cpeaHeM ypoHe? U
MBI, BEpOATHO, OJXY4YHUM JIyUIIHI pe3ysbTar, eclii HaliMeM 4YeloBeKa, KOTOPBIA JAeHCTBUTEIHHO
JTFOOUT BO3UTHCS C MAIIMHAMHU, BBIMHUCHIBAET aBTOMOOUIIbHBIE KYPHAJIBI U €T0 OTEI] MM CTapIINiA
Opar Bce BpeMs POBOJIMIIM B Tapake.

Ham Takke Ba)XHO MPOTECTUPOBATh YEJIOBEKA YK€ MOCIe TOro, KaK OH NMPHHAT Ha paboTy.
Ho 3T0T oOKOHYaTenbHBIN TECT MPOBEAET KIMEHT, a He TICUXO0JIOr. BaMm yke He HaJ0 BBIAYMbIBATh
TEOPETUYECKHE CUTYallU — UHAEKC YIOBIETBOPEHHOCTH KIMEHTOB sIBIIsieTCs (hOpMOii TeCTUPOBa-
HUSI BO BpeMsl pabOTBhI.
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Korna General Motors co3faia nepBblii 0OTpacieBOil HHIEKC YIOBIETBOPEHHOCTH KIMEHTOB
(CSI), nHexoTopsie AUIEPHI — 0COOEHHO TE, Y KOTO ATOT UHJEKC OKa3aJICsi HU3KUM, — TOBOPHIIH, YTO
metoponorust GM HeBepHa.

Msi He 3HanMH, KoMy BepuTh — GM WM HEOBOJIBHBIM JUiIepaM, U HaHsud GUpMY, YTOOBI
BBISICHUTD, KTO TIpaB. OHU MMOMOIVIHM MPOBECTH HAM OOIIMPHBINA OMPOC KIUEHTOB U Y3HATh, UTO T
JYMAIOT O HalIMX JIIOJSX U yCIyrax.

Ecnu 651 BBI cIpOCHIIM MEHS 10 3TOTO OMPOCa, KTO U3 HAIIUX MAaCTEPOB SBISETCS JIYUIIUM,
s Obl Ha3Ba Puua [lapkepa u eiie oHOTO YeIoBeKa, KOTOPbIN JaBHO paboTan y Hac. A ecnu Obl
MEHS CIIPOCHUJIH, KTO U3 MacTEePOB XyXkKe BceX, s Obl ckazai: «Hy, s He oueHb yBepeH, BO3MOXKHO, 3TO
Kunapenc qurrc? Mnu Jlan Baiicc? On ¢ CeBepa M TOBOPUT HE TaK NPOTSHKHO, Kak Mbl TyT Ha FOrey.

Ho kornma mbl momy4uiu pe3ynasrarsl, B mepBoii Tpoiike 0butn Knapenc Jlurre, Jlan Baiicce
u Puu [Tapkep. Tot, npyroii, napens He HaOpas MHOTO 04koB. OH paboTan y Hac yKe JaBHO, OH
HaM BCEM HPaBUIICA, U OH ObLI TEXHUYECKU OoJiee MOAKOBAH, YeM BCE HAlllk MacTepa, HO KITMEHTHI
CUMTAJIM, YTO OH HE OKa3bIBaJ UM JOJDKHOTO BHUMaHUS. (MBI MOAETWINCH C HUM pe3yibTaTaMu
UCCJIEZIOBAHUSA, U ceifuac OH paboTaeT BEJIMKOJIEIHO. )

EnuncrBennoii mpobnemoii Jlurrca u Baiicca 6b110 TO, YTO 51 HE 3HA UX XOPOIIO. A TaK Kak
s UX HE 3HaJ, s COMHEBAJICS B UX CIIOCOOHOCTSIX.

A nymaro, 90 yncTo uyenoseyeckoe. Korna st Obu1 B PuMe u mbITasncs momods cBoei cecTpe,
KOTOpasi omnaja B aBapHIio, s CYHUTAI, YTO T€ JOKTOPA, KOTOPbIE TOBOPUIIHM MO-aHTIHMICKH, HAMHOTO
yYMHEE JOKTOPOB, HE TOBOPUBIIMX MO-aHIIMKUCKH. JTO HENOrHMYHO, He npasaa au? Ho »1o Obuia
MOSI MTHCTUHKTUBHAs peakiusi. MHe O60bliie HpaBUIUCh T€, KOTO 51 MOT TIOHSTb.

TectupoBaHue He SIBISETCS UACAIBHBIM CPEICTBOM OTOOpa. DTO HETOUHAs HayKa, HO OHO
BCe-TaKu JeNlaeT Mpoliecc HaiiMa 4yTouKy Jydiie. J[o Hayana TeCTUpOBaHUs IAHCHI HA MTPABUIIb-
HBII OTOOp OBUIHM OJIMH K YETHIPEM, a ceifuac oHM OoJbllle, YeM OJIMH K ABYM. Tak 4To 3TO BechbMa
BBITOJTHOE JIEJIO.

Ho, HecMOTps Ha BCIO BaKHOCTh TECTUPOBAHUS, OHO JIaeT HE Ooyiee TPeTH Halleil OIeHKU
KaHauaata. MIHTepBbIo 1al0T HAMHOTO OOJIBIIIE, U MMOATOMY C KaXKIAbIM KaHJUAaTOM MbI OecenyemM
HECKOoJIbKO pa3. [lociie Toro kak ¢ KaHAMIATOM OTOBOPUI MEHEIKEP, C HUM OOIIAIOTCS ellle JBa
WIH TPU COTPYIHHUKA, YTOOBI YBUETh, KAKOB OH B Jiene. M HakoHell, B IOCIEAHIO OYepeib Mbl
OpraHM3yeM 3aBTPaK KaHJUAaTa C Mapoi HAIIUX YEJIOBEK. ITO MO3BOJSET HaM OLIEHUTH €r0 COLIU-
aJbHOE MOBEICHUE, a TNIABHOE — ONPEAETUTh, HACKOIBKO HaM CAMHUM HPABUTCS OBITH PSIIOM C HUM.
Ecny Ham HOBBII COTPYIHUK HEMPUATEH, TO M KJIIMEHTY OH, BOBMOXKHO, TOXKE HE TOHPABUTCS.

OCHOBHBIE BBEIBOJIBI

— Ym — xopowo. Tectupyiite uHTEeIUIEKT. [Ipy Mpounx paBHBIX YCIOBHUSIX
JIy4Ille HAaHSATh YMHOT'O Y€JIOBEKa, YeM HEYMHOTIO.

— IIposepsiime no oopasyy. TecTUpyUTE IYUIIUX COTPYTHUKOB U IIBITAUTECH
HaHATH JIFOEH, IOX0KUX HA HUX.

— Ilposooume cmonvbko uHmMepEvIo, CKONLKO CMONCEMe... HA KANCOYIO
saxancuio. Bo3MoXHO, BaM IpUIETCS IOTOBOPUTH C ABAALATHIO MATHIO JIFOJBMU,
Ipexze YeM Bbl yOeaUTeCh, YTO HAIIUTH MOIXO/ISIIETO YeIOBeKa.

— Cnpawusatime 06 ux npouinvix ycnexax. Jlronu, noOuBIIUECs ycrexa B
MIPOIIIOM, CKOpee BCEro T0OBIOTCS ycrexa U B OyIyIeM.

— Bnuwymcsa au onu? Jlydmmii paboTHMK B Mupe OyleT UMETh Maccy
mpobieM, ecld OH He BIHCBHIBAGTCS B OKpyXkarollyto cpeny. Ecaum Bamm
COTPYIHUKU OTHOCATCS APYT K APYTY € rpanueil Ky3HeUHOIO MOJIOTA, BbI IOJKHBI
MOIyMaTh JIBAXK]IbI, PEXKAE YeM HAHATh KOIO-TO OYE€Hb YyBCTBUTEIBHOTO.
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Mmaea 17
BbipawmBaHue cynepsBess

[Tocne Toro kak Mbl HAHUMAaeM HOBBIX JIFOZICH, MBI POBOANM coOpaHnue. Ha HeM Mbl paccka-
3bIBA€M O Hallle UCTOPUH, O TOM, YEro OT HUX KAYT B 00JIaCTH pabOTHI ¢ KITUEHTaMH. MBI Takxe
Ha3HauYaeM KakJIOMy «TpeHepa-napTHEPa» — YeJI0BeKa, KOTOPBIH JiesiaeT Ty ke padoTy U KOTOPBIN
MOXET OOBSCHUTH MOJUTHKY KOMITAHWW WIIM JaXkKe MPOCTO MOKa3arh, Iae TyT TyaneT. Korga Bbl
MOTIaJJaeTe B HEMPUBBIYHYIO CUTYAIINIO, BBl HYK/1a€TECh B MOAJEPKKE APYyTra, KOTOPBIM paccKakeT
BaM MPO MECTHbIE TPATUINHN U PUTYaIbI.

MBI Takke paccka3blBaeéM HOBBIM COTPYAHHKAM O HAIIMX T€POSX, O TeX, KTO ABISETCS MpHU-
MepoM ycrnexa. B otnene mpogax mbl roBopuM o Jlxeppu [puddune (celiuac oH reHepaibHbIN
mupekrop Sewell Village Cadillac), kotopsliit iponan B po3Huily 6onbiie Bcex «Kaaumnakosy B
ctpane. (B cBoii nyumuit rox on npogan 712 mrtyk, a rogsl, B KoTopsle oH npoaasan 500, Obuin
OOBIYHBIMH. )

Jlxeppu ObL1 npodeccoHaIbHBIM UTPOKOM B (DyTOOJ M MPUBHEC B MPOJIAXKH MAIIUH CBOU
arpecCUBHBIN U TPyA0at00uBEIN moaxoa. O npuxonui B 7.30 U He yXOIWII paHbIIIE MOCIEIHEr0
KJIMEHTA, TO €CTh OOBIYHO YacoB B 9 Beuepa. OH HUKOTJA HE YXOAUI Ha 00ell — BCeraa MPUHOCHIT
€ro B KOpUYHEBOM OyMa)KHOM IMaKeTe U eJ1 IPSIMO 32 CBOUM CTOJI0M. OH He ObUT B OTITYCKE MSTh JIET.

Jlxeppu ctan paboTaTh Yy HAC B HU3KHI ce30H, emie Oyayuu nmpodeccruoHanbHbIM GyTOO-
auctoM. OH 3aKOHYHII KOJUIEIK, U €ro cMyInajga paboTa mpoaaBlia MallMH — HACTOJIBKO, YTO OH
LEJBIX JIBa T0J]a HE TOBOpUI 00 3ToM cBoei Marepu. Korja oH HakoHeI[ cKka3all eii, yeM 3aHuMa-
eTcsi, OH mojapui e HoBbIl «Kaguiaky, 4ToObl Kak-T0 cMAr4UTh yaap. C 3Toro MOMEHTa OHU
o0a peim, 4To aBTOOU3HEC — ITO KJIacCHas HITyKa.

Jlxeppu noOusics ycrexa OGnarogapsi CBOeMy METOJy MPOJaXH MalluH: He ObUIO HUYETO,
yero Obl OH He caenan st kaueHTa. Kak-to komnanus Dr. Pepper pazocnana mo Bcem aBTOICH-
Tpam Cadillac B Hamem okpyre 3asBKy Ha IMOKYIKY MAalllMHBI JJIs CBOEro mpeaceaarens. Bmecto
TOTO YTOOBI MPOCTO 3aMOIHUTH hopmy, [[xeppu nepernan yerbipe «Kaguinakay Ha CTOSHKY Mepet
oducoM KOMIaHUU U onpocui r-Ha Kiemenca, «BbIUTH U BBIOpaTh MaminHy». Kinemence npusHan
MacTepcTBO mpoAasia Jkeppu U Kynui oaHy u3 MamuH. C TeX 1Mop OH CTasl HAIlUM MOCTOSTHHBIM
MOKYTIaTeJIeM.

Hpyroii repoii — 3to Puu [apkep, koTopslii poas 6obIle BCeX 3amyacTeil U yciIyT 3a OIUH
roJ1 — Ha JiBa MWJIIMOHA A0J1apoB. Ho uTo elie BaskHee — OH MOIy4usI 00JIbIIe 6JaroqapCTBEHHbIX
MUCEM OT KJIMEHTOB, YEM BCE IPyrue HaIllU MacTepa, BMecCTe B3siThie. Puu o0Onanaer cambiM 00JIb-
[IMM YPOBHEM COYYBCTBHUS U CONEPEKUBAHUS KIMEHTY U3 BCEX, KOTO s Korma-nubo Buaen. Jls
HET0 COBEPILICHHO €CTECTBEHHO, HAIPHUMEP, BCTPETUTHCS C KIIMEHTOM T0CIie OKOHYaHUs pabodero
BpEMEHH JIM00 B BOCKPECEHbE WIIM MTO3BOHUTH KIIMEHTY U3 I0Ma, YTOOBI BBISICHUTD, UTO HAJO C/Ie-
Jath As Hero. Pud ceituac paboTtaeT pykoBoAuTeneM cepBucHoro aenapramenta B Sewell Village
Cadillac.

Hu 0 xom U3 3TuX Jronei, KOHEYHO, Hellb3s CYAUTh TOJIBKO MO0 KHUTE, U MHOTAA UX JEHCTBUS
Kazanuck nojapsiBHBIMU. (Hampumep, 3axBar Tpex Jroeil U3 CepBUCHOTO JenapTaMeHTa sl iepe-
rona «Kamminakos» k opucy Dr. Pepper Obu1 He 0ueHb XOPOIIO IPUHAT PyKOBOJIUTENEM JAenapTa-
MeHTa.) Ho B KOHEUHOM-TO cueTe OHU COBEPIINIIN MPOJAXY U (MJIH) ClIealld KIIMEeHTa JOBOJIbHBIM
— a 970 maBHoe. VIMEHHO MMOATOMY MBI CYHTAaEM

['pudduna u IMapkepa (M1 MHOTUX OPYTHUX JIOAEH, YIIOMSHYTh KOTOPBIX HaM HE MO3BOJISET
00bEeM 5TOM KHUTH) TepOsIMH, JJakKe €CJIM OHU HE BCer/a paboTaju 1Mo MpaBuUiiaMm.

Msl cTapaeMcsi MOAIEP>KUBATh JIIOJEH ¢ HE3aBUCUMBIM MHEHHMEM, C JIoJield OyHTapcTBa B
nyie. Hamm gyyiire MeHemkepsl, TPOIaBIbl WIIM TEXHUKHU PEIKO JENal0T BCE MO MPOIMUCIM, HO

OHH I[O6I/IBaIOTC$I JIydHmero Kkauyecraa pa6OTBI, 4YEeM TC, KTO PaCCTAB/ISICT BCC TOUKU HAaA BCCMHU i, —
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IIOTOMY YTO IPUBEP>KEHBI JIeJTy U pabOTarOT TBOpUYECKHU. 1 O3TOMY MBI paccka3blBaeM O HAlIUX
reposiX HOBBIM COTPYIHUKAM.

PaboTHMKM TakKe JOJKHBI 3HATh, YETO He Haoo Jenathb. JItoau, yxonsiiye BoBpeMsl, cTapa-
IolMecs paboTaTh MOMEHbIIE WIK HE NOHUMAIOIKE LIYTOK, JA0JITO Y HAac HE BblAepKaT. ToJIbKO
BBIJIAIOIIMECS MOJTy4YaloT MpoABHKeHKe. Ecin jxe Bbl HENPaBUIbHO 00paIlaeTech ¢ KIMEHTOM, Bbl
norepsiete padory.

MBs1 roBOpHUM JIIOASIM, YTO HA NEPBOM IIPOBEPKE, KOTOPAsi MPOUCXOAUT aBTOMAaTHUECKH I10
ucreueHuu 60 qHel ux paboThl, OHU OyyT OLIEHEHBI 110 TPEM KPUTEPUSIM:

— Ilooxo0sm au onu? Mbl XOTUM 3HaTh, YTO O HUX JTyMAIOT U KJIMEHTBHI, U KOJUIETH.

— Boinonnaiom au onu pabomy? COBepIIEHHO HE BaXKHO, KaK K HUM OTHOCSITCSI, €CJIM OHU HE
BBINOJIHSAIOT paboTy WM JIeNaloT €€ HeNPaBHIIBHO.

— Hobunuce 1u onu 3nauumenvHelx yayyuienuti? Mbl XOTUM 3HaTb HE TOJIBKO TO, YTO OHU
CTAHOBSTCS JIydllle B CBOEH 00IacTH, HO U UIEM MPHU3HAKH TOT0, YTO OHU MOTYT OpaTh Ha cebs
00JIbIIIe OTBETCTBEHHOCTH.

Ecnu oTBeTHI Ha 3TH TpU BOIPOCa OTPULIATEIbHBIE U HET HUKAKHUX OTPaBJIbIBAIOLINX 00CTOS-
TENbCTB, Mbl PACCMOTPUM BO3MOXKHOCTb 3aHATh TAKOT'0 Y€JI0BEKAa YeM-TO pyruM. KHuru no ympa-
BJICHUIO TOBOPST, YTO, €CJIM Y BaC MHOTO JIMIIIHETO BPEMEHH, Bbl MOXKETE O0yUUTh KaKJI0TO Ipa-
BUJIBHO BBINOJIHATH paOoTy. 51 Obl HEe CKa3all, YTO KHUTY BPYT, HO B HEOOBIINX KOMIAHUAX, BPOJIE
Hallei, HAMHOTO IPOILe 3aMEHUTh YEJIOBEKa, CO3/AIOIIEro npodaemMbl. Mbl HE MOXEM TPATUTh
BpEeMs U CpEIICTBAa HAa TeX, KTO HE MOXKET HOPMAaJIbHO paboTaTh U 3a00TUTHCS O KiHMeHTax. Ham
HEKOI/1a X/1aTh, TOKa KTO-TO HaiieT ce0st. KOHKypeHIHsI CIMIIIKOM CBUpENa, TaK 4TO YBOJIUTH KOTO-
TO — DTO HE I'PeX.

OTO 0COOEHHO BAaXKHO Ul TeX JIOJEH, KOTOpbIe HAXOAATCS Ha «IO3MIMAX, CIIOCOOHBIX
NepeIoMUTh Urpy» (1o onpeneneHuio Ctua ManBanu, pe3uieHTa KaaupOpHUHCKON KOMITAaHUH
Management Tools, mpr3HaHHOI SKCIIEPTOM B 001aCTH CO3IaHHSI M BHEPEHUS cUCTEM (D (EKTHB-
HOCTH).

B Geiic6oie BbI HE cMOXKEeTe TOOETUTh O3 BETUKUX MTUTUEPOB.

B ¢yr6one Bam HykeH BETMKHUIl HanalaloIHUH.

B Gacker6ose BaM Hy>KeH BEIMKHH Pa3bIrPhIBAIOLIHA.

B Gusnece T0 ke camoe. [1o3unnu, Ha KOTOPBIX MOKHO IEPETIOMUTH UT'PY — HAIIpUMep, MEHe-
JDKEp IO Bblaue ccyl B OaHKe; MUJIOT B aBUAKOMIAHMHU; PEIAKTOp, OTBETCTBEHHBIN 3a O0TOOp U
My OIMKAIMIO 3TON KHUTH, — HE MOTYT OBbITh OCTABJICHBI B pYKaxX CPEeIHHX JIIOEH.

Y Hac TaKUMHU MO3ULUSAMH SBIISIIOTCS TOJDKHOCTU PYKOBOAMTEIIEH JENapTaMEHTOB, OTBEYa-
IOLINX 32 TPUEM HOBBIX M IMOJEPKAHHBIX MAIINH, CEPBUC, (PMHAHCHI U CTpaxOBaHHE, 3aI4acTH,
Ky30BHBIE MAaCTEPCKHE. DTHU JIFOAU ONPEAEISIIOT Halll YCIIEX WM HEyziady, I0TOMY 4TO OHU — Jake
OouiblIIe, YeM s, — BIUSIOT HA OTHOIIECHUS C HAIIMMU KJIMEHTAaMU U Ha Hally NPUOBLIBHOCTD.

Ecnu yenoBek Ha 110001 U3 TakMX MO3ULMKA pabOTaeT Ha CPEIHEM YPOBHE MU HUXKE, MBI
cpasy crapaeMcsi BBIICHUTb, IOYEMY 3TO MPOUCXOAuT. IIpomen 11 oH He0OXOAUMBINA TPEHUHT?
Jlocrarounslit y Hero onbIT? ECTh JIM y HEro ciocOOHOCTH 7151 BBIITOJTHEHUS ATOH paboThI?

Ecnu oTBeTHI Ha BCe 3TH BONPOCHI MOJIOKHUTEIbHBIE, HO pab0oTa MO-IPEKHEMY BBITTOIHACTCS
IJIOXO0, BaM HAJI0 cJlienaTh cBoi xoa. He mo3Bosnsiite HeapeKTUBHBIM JIIOASIM OCTAaBaThCs HA KITIO-
YeBBIX MO3ULHUAX. 37€Ch Jake CPeTHUI yPOBEHb a0COIIOTHO HENPUEMIIEM — HE3aBUCUMO OT TOTO,
HACKOJIBKO BaM 3TOT pa0OTHHMK HPaBHUTCS, KaK JOJITO Bbl PabOTaNIM BMECTE WM KaK XOpPOILIO OH
pabotan panblie. MoXHO OECKOHEYHO 00CYKAaTh CMATYaroIue 00CTOATeNbCTBA, HE MO3BOJISIO-
IIM€ TAaKOMY 4YeJIOBEKY IMPaBUIbHO BBIOIHATH paboTy. Ho Korma-To Hao NpekpaTuTh 3TH pasro-
BOPBI U CHEIaTh XOJ — JIy4llle paHblle, yeM Io3xe. [lepeaBuHbTE €ro — €Cu Bbl HE XOTUTE €ro
YBOJIBHATB — Ha JPyroe MecTo.

OCHOBHBIE BBIBOJIbI
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— Kax monvko 6bi Hansnu K020-mo... HOTOBOPUTE C HUM O TOM, YTO HY>KHO
IUIs TOTo, YTOOBI MpeycneTh B Bamied koMmmnaHuu. Jlaiite mpumepsl neHHOCTEN
Balllell KOMIIAHUU

— He o6otimecv ysonomams. PaboTaiiTe IUIOTHO C TEMH, KTO
Manod(pPeKTUBEH, HO €CIIM CTAHOBUTCS SICHO, UTO XOpoIlei paboThl He T0OUTHCH,
M03BOJIBTE UM YHUTH. OT 3TOrO OyzIeT Nyylie U pabOTHUKY, U KOMITaHUH.

— Hanumatime nesasucumo mvicasimux mooei. Cample 3pGEKTUBHBIE JTIOAU
BCEI/a 3HAIOT, KaK «IIPOTHYTH» MpaBHiia, YTOOBI C/EIaTh XOPOIIyo padoTy s
KJIMEHTa — U JUIsL QUPMBI.
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IV. Kak y3HaTb, HaCKOJIbKO Bbl XOpOLUUX

laBa 18
YyeT He TONbLKO AeHer

BcnomuuTe, kak Bbl B OCJIEAHUM pa3 Urpaiu B TeHHUC. CKOJIBKO BPEMEHH MPOLLIO C TOrO
MOMEHTAa, KOIJla Bbl CTaJM Pa3MHUHAThCS, OOMEHUBAsCh yAapaMu, /10 TOTO MOMEHTA, KOIJa Balll
cnappuHr-naptHep ckasan: «Hy 4to, ceirpaem naptuto?»

To, 4TO UMeNoch B BUY, O3HA4JaeT: «/laBaiite urpare Ha cueT». MBI BCe, Ha KOPTE UM HA
pabote, 100UM 3HaTh, HACKOJIBKO MbI XOPOILIO BeeM Jeno. 1 ennHcTBEHHBIN cr10co0 y3HATh 3TO
— BECTH CYET.

[Toncuer konnyecTBa NPOAHHBIX HAMU TOBapOB — 3TO O/IMH c11oco0 BeseHus cuera. OH 1aer
HaM KapTUHY B LIEJIOM.

OpmHako 3TOro HEIOCTATOYHO. DTO, HAPUMEP, OYEHB JAJIEKO OT TOTO, YTO JieiaeTcs B Oeiic-
6oste. BoT BBI cMOTpUTE Urpy MO TENEBU30PY M BUAWTE BHU3Y HMHU(PY — CKOIBKO pa3 3TOT UTPOK
oTOMI OPOCKH MUTYEPOB-JIEBIICH 32 STOT Bedep. Bbl MoxeTe y3HaTh, KaKk OH ObET B TEX CIIydasx,
KOTJIa UTPOKH €r0 KOMaH/Ibl Y>K€ HaXOJATCsl Ha 0a3ax, U KOrja ero pe3ysbTarsl Jydllle — B IEPBOH
IIOJIOBUHE MaTya WA BO BTOPOM.

KoneuHo, Ha paboTe Mbl HE MO>KEM ObITh TAKUMHU M30LIPEHHBIMU. HO 10KHBI. MBI TOJTKHBI
3HATh, HACKOJBKO XOPOIIO MBI paboTaeM, YTOObl HAWTH BO3MOXKHOCTH JUIsl yiyuineHus. Ejqun-
CTBEHHBIN CIIOCOO JIJIs1 3TOT0 — U3MEPATH BCE, UTO TOJIBKO MOXKHO. MBI TaK U JIeIaeM.

Hekoropele ntonu aymaroT, 4TO 3TO HeNpaBuWiIbHO. OHM MOYTH HUYETO He u3MepsitoT. OHu
IIPOCTO FOBOPAT CBOMM paboTHHKaM: «/lenail Bce Tak XOpOII0, KaK TOIBKO MOXKEIIb!»

DTO MIyTIo.

OTO IIyIIO NMOTOMY, UTO JIEJIaTh BCE «TaK XOPOILO, KaK TOJIbKO MOXEILIb)», MOKET ObITh HE/10-
CTaTO4YHO. DTO Kak B criopre. CkaxkeM, €CIU Jayke caMbli JTyqnii u3 Hac mpooexut 100 MeTpoB 3a
15 cekyH, TO y>K TPOCTUTE MEHS, HO ATOr0 HeoCcTarouHo. OH HE CMOXKET MOOETUTh, HE3AaBUCHMO
OT Kpyra CBOMX 3HAKOMCTB, MAPKH 4acOB WJIM YPOBHS MHTEIIJICKTA.

MsI Bce copeBHyeMcst — Oyab 3To OnuMmnuana uin Ou3Hec, — U Jake camasl HarpspKeHHast
paboTa MOXET He COOTBETCTBOBATH TPEOyeMOMY YPOBHIO. MBI TOJIKHBI OBITH JTy4Ille KOHKYPEHTOB.
MBI 107KHBI OBITH JIy4IlIE BCEX.

Nmenno nmostomy Mbl 1 u3MepsieM 3(h()EeKTUBHOCTH BceX, BKIoyas MeHs. (OT4er o Moei
s pexTHBHOCTH — 3T0 «OTYeT 0 MPUOBLISX M YOBITKax» KOMIAaHUHU.) MBI XOTUM 3HATh, KaKk pado-
TaeT KaKIbIH, U, YTO HE MEHEE Ba)KHO, Mbl XOTUM 3HaTh, YTO HYXHO CJie€]aTbh, YTOOBI ObITH IEp-
BBIMU.

Koncynprant no ynpasnenuto Ctus ManBanu pazpadboTan HoaxoA AJs yaydlleHHs Halen
IPOU3BOANTEIBHOCTH. OH ITOMOI MHE TIOHATH Ba)KHOCTh MU3MEPEHUN, 0OpaTHOM CBS3U U NMPU3HA-
HUS 3aCIIyT.

CTuB NOHSI CBSI3b MEX/ly U3MEPEHUEM U ITPOU3BOAUTEIBLHOCTbIO, KOT/IA €111€ YUUJICS B KOJI-
nemxe. [lyctb oH cam pacckaxer 00 3TOM.

«Bo BpeMs yueOblI 5 KasK10€ JIETO B CE30H cO0Opa MOMHUIOPOB paboTal Ha KOHCEPBHOM 3aBOJIC.
VY MeHst ObuH 1BE 00SI3aHHOCTH: BO-TIEPBBIX, BBIKIIIOYATh MAIIMHY, €CIIH YTO-TO CIYYHIOCh. JTO
Jerye ckas3arb, 4YeM CJeJaTh, TaK KaK M3 ATOM MalluHbl BbuleTano 650 6aHok B MunyTy. Ecnu s
HE yCIIeBaJ CpearupoBarh Ha MpoOiIeMy, MallliHy 3aKJIMHUBAJIO, U CTPYS TOMAaTHOW MAacThl TEMIIe-
patypoit 190 rpagycoB O6mina MHe B KHBOT. BTopasi yacTe Moeit paboThl COCTOsI/Ia B 3arpy3Ke B
3aKaThIBAIOIIYIO0 MAalIMHY KPBIIIEK — 3TO CaMO€ 3aHYIHOE 3aHSATHE B MUpE. S MOHUI, YTO €CJIU He
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clernar 3Ty paboTy Oosee Becenoil, To CKOpo CBUXHYCh. Tem OoJiee UTO Ha COCEIHEH MalluHe
paboraJ cierka rmoMenlaHHbIi apeHb.

$1 Hayanm paccUMUTHIBaTh CBOIO MPOU3BOIUTENLHOCTh. KOMIaHUs cunTana KOJMYeCTBO SIIHU-
KOB, YHIIUH, MUHYT Ha OJIHY OTIEPaIHIO0, BPEMsI ITPOCTOEB U LIEHY 00CTYKMBaHUS KaXKI0W MaIlIMHBI.

S cran cuuTaTh KPBIIIKH.

KpbIlIKH st MOT YBUIETH U IOTPOTaTh. S KaXKIbIH JCHB 3aITUCHIBA, CKOJIBKO SIIUKOB C KPBIIII-
KaMH 51 HCIIOJIb30BaJl, YMHOXAJI KOJIMYECTBO SMIMKOB Ha 3600 (KOJIMYECTBO KPBIIIEK B SIIUKE) U
HOJTy4all 001ee KOJIMYESCTBO KPBIIICK, MPOIICANINX YepPe3 MO MAIlIMHY 32 JIeHb. JTH UPPHI 5
3aIUChIBAJI HA CyMKE JIJISl JIaH4a.

[Tocne veThIpex JHEH MOICYETOB S 3aMETHII, YTO XO4Yy MPEB30MTH PE3YJIbTAT JIyUIIero JTHS,
¥ CTaJI BBIYUCIISTh, CKOJIBKO KPBIIICK B Yac HAJI0 3arpyKaTh B MAIIMHY, YTOOBI JOCTUYb PEKOPIHON
CKOPOCTH.

KoHeuHo, koMIIaHHs HE 3Haja, YTO S BEIy TAaKHE MOJCYEThI, HO MOS MAIlllMHA TOCTaBUIIA
PEKOp/I TPOU3BOUTEIBLHOCTH BCETO 3aBOJIA.

Cuuratot Bce! Jlenaer Jin 4enoBeK 3BOHKH KIIMEHTaM, I1e4aTacT JIM MUChbMa, YNHHT JIH aBTO-
MOOMIIH, TOOBIBAET yroJib WM 3aKaThIBACT B OAHKU TOMATHBINH COYC, — OH OTCJIC)KUBACT CBOU CYET.
BbI30B 151 pyKOBOJICTBA COCTOUT B CO3JJAaHMM CHCTEMbI H3MEPEHHI M 00paTHOW CBSI3U, KOTOPAs
ObuIa ObI MHTEPECHA U TIOAXOMIIA OBl KOKIOMY WICHY KOMaHIbD).

Ham noHpaBuimck uaen MajiBaHu, © MbI TIONPOCHIIN €r0 pa3padoTaTh JUIsi HAC OCMBICIICH-
HYIO CUCTEMY.

OH HayaJ ¢ TOro, 4To JaJl HaM CITUCOK apaMeTPOB, KOTOPbIE MBI MOKEM M3MEPSITh.

KosmmuecTBo

— [Iponaxu B moyuiapax

— KonnvecTBo mpoaHHbIX TOBapOB

— OTIpaBieHHBIC 3aKa3bl

— CoBepIlicHHbIE 3BOHKH

KauecTBO

— KonnvecTBo npaBUIIbHO C/IETTAHHBIX PEMOHTOB

— Uncno moBTOPHBIX KIIMEHTOB

— COOTHOIIICHHE MTOJIOKHUTEIBHBIX ¥ OTPHUIIATEIIEHBIX THCEM

— OreHka 00paTHO# CBS3M MO TTOBOY CepBHca (MHIEKC YIOBJICTBOPEHHOCTH KIIMEHTA)

— TexyuecTb KaapoB

HN3nepxku

— OOmuIMe U3IepPKKH B pacyeTe Ha eNUHUILY TOBapa

— Omnara Tpyna paOOTHHKOB

— COOTHOIIICHHE TUTAHOBBIX U (PaKTHUECKUX U3ICPIKEK

— Ormia4eHHbIC cueTa

— M3nepkku Ha KBaJpaTHBIN METpP MOMEIICHUS

Cpoxn

— Cpennee Bpemsi 00pabOTKH 3aKa3a

— [IporieHT moCTaBOK BOBpEMsi

— [IpotieHT 3aKa30B, BHIOJHEHHBIX 3a 48 4acoB

Kpome Toro, MajBaHu jan HaM 4YeThIpe BOMPOCA, KOTOPBIEC MBI JTOJDKHBI ObUTH 001yMaTh,
NPEXKJIC YEM BHEIPATH CUCTEMY U3MEPEHUIA.

— AHensiemcs u usmepenue 8axcuvim?

Cpsi3aH 1 paOOTHUK C 3TUM MokazareneM? MO)KHO JIi MOTy4aTh JaHHbIE XOTs OBl pa3 B JBE
Henenu? (JlaHHble, moryyaemblie pexe, He ToaITcs.) Eciiu Bl MpekpaTuTe OTCICKUBATH JaHHBIC,
3aMETHT JIM ATO KTO-HUOYAb? Eciu 3TOT mapaMeTp yiaydIuTbh, TOBIHSET JIK 3TO HA PE3YJIbTaThI
JernapTaMeHTa Wik GupMbi?
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— Cnoorcrno iu 5mo uzmepams?

Ecnu Ha n3mepenue yxonut Oonee 15 MUHYT B JIeHb, BOBMOXHO, 3TOTO HE CTOMT JeNaTh
BooOme. Camblif MpocTol Croco0 HACTPOUTH CUCTEMY cOopa JaHHBIX — 3TO OLEHKA TeX JaH-
HBIX, YTO Yy>ke coOupatotcs ceituac. [logymaiite, kKak MOKHO cOOMpPAaTh JaHHbIE ABTOMaTHYECKH, C
UCII0JIb30BaHHEM KOMIIbIOTEPOB.

— Ioiimym nu pabomuuxu, umo umenno usmepsemcs? EcTb Takue ynpapieHYECKUe mapa-
MeTpHI (BO3BpaT MHBECTULIMI, 000POT 3a11acoB, CPOK 3aA€PKKH OIJIAThl CUETOB, U T. I.), KOTOpHIE,
KaK MPaBUJIO0, HETIOHATHBI JUIsl OOBIYHBIX paOoTHUKOB. Camble 3(h(ekTuBHBIE TapaMeTpsl hopmy-
JIUPYrOTCS npocTo. Jlydile Bcero cuurarey Bce IITYKaMU, HA BTOPOM MECTE — JAECHbIM, HA TPEThEM
— npoueHTsl. (MHTepecHo, YTO pyKOBOIUTENN OLICHUBAIOT BCE B OOPAaTHOM MOpS/IKE: MPOLIEHTHI,
JI0JUIaphbl ¥, HAKOHELL, HITYKH.)

— Cpopmynuposeanst 1u napamempvi UsMepeHus 8 NOIUMUBHBIX MEPMUHAX?

Ecnu BBl MOXKETE H3MEPUTH OTCYTCTBHE, 3HAUUT, BBl MOXKET U3MEPUTH U NTpUCYTCTBUE. OTUH-
ThIBaliTECh HE 00 0TX0/1aX, a 0 BhIpaboTke. OTCIeKUBANWTE TOCTABKY BOBPEMS, a HE ONO3JaHMU.

— Jlyuie, 4TOOBI JIIOAM CTPEMUIIUCH JAOCTHYB 1IeNH, a He u3bexars ommbku. K Tomy xe,
ecyu Bbl coOupaeTe HH(GOPMALIUIO O HEXKEIATEIbHOM, JIIOIM HE CMOTYT MOHSTh, YTO € OT HUX
TpeOyercs.

[Tocne Toro kak ManBanu 0OBSICHUI HaM BCE 3TO, MbI CTaJIU peIlaTh, KaK OMPEAEIUTh HALIH
ynpasieHueckue nenau. Oxa3anock, 4To 3TOT IPOLECC COCTOUT U3 HECKOJIBKMX I11aroB.

Bo-nepBbIxX, Mbl JOJKHBI OBLIIM ONPENENINUTh, YTO UMEHHO U3MepsATh. I mpoaaBua — 370
KOJIMUYECTBO MPOJAHHBIX UM B MecsAll MalliuH. [[ns Oyxranrepa, COOMparoOIIero omjary, — cpeHee
KOJIMYECTBO JAHEH, He0OX0AUMOe I cOOpa OIJIaThl O BHICTABICHHBIM CUETaM.

Bo-BTOpBIX, OIIpeenuB 00BEKT U3MEPEHHA, MbI JOJKHBI ObLIIM HAWTH CPEeHUE 3HAYCHUS 110
oTpaciy. BONBIIMHCTBO TOProOBBIX aCCOIMALIMN OTCIIEKHUBAET MONO0OHBIE JaHHBIE. MBI pelniu,
YTO TaKUe CPEAHME 3HAYEeHUs OyIdyT JUll HaC MUHUMAaJbHO NMpuemieMbiMH. Hama 1iens — Bceraa
nonazars B ayumiue 5 %. Hamm nponaBiisl Aat0T XOPOLIM IPUMEp TOTO, KaK 3TO paboTaer.

B 1957 rony, xoraa Mbl Ha4ajlu OTCJIEKHUBATh, CKOJIBKO NMPOJAET KAKIAbIA U3 HAIIMX IPOJAB-
L[OB, 3TO YMCJIO COCTABIIIO 6 MalllMH B MECALl M PABHAJIOCHh CPEIHEMY 110 cTpaHe. Mbl nocTaBuin
1esb 100uThest 8 mpoaax B Mecsll, 3ateM 10 u ¢ Tex mop paBHOMEPHO YBEIHMUYUBAIN 3TO YHUCIIO.
Ceilfyac HUKTO U3 MEHEKEPOB HE FOBOPHT, YTO XOPOIIO padoTan B ATOM MeECSIe, €ClIU Mpojall
MenbIne 20. Mbl x1eM 0T HUX X0Ts ObI 15.

3a nocnenHue 33 roga cpenHee Mo CTPAHE YHUCIIO TOXKE BBIPOCIIO — 210 8.

[Touemy MBI yBeTMUMBaEM HaIllU OKUIAHUS?

Mpb! HuKOrJa HEe OBLIM CaMOJOBOJIbHBIMU. JIOCTUTHYB LI€TH, HYKHO HE paccialnarhbes, a
HaliTu e1ie OOJIBLIYIO TOPY Uil HOKOPEHUS. BBl JOIKHBI OCTOSHHO MOBBIIIATH BALIM CTAHAAPTHI
—YyTOOBI [TOJIEP’KUBATh SHEPIETUKY BALIMX JIFO/IEH U UJITH BIIepeay KOHKYpeHTOB. Kak TONbKO BbI
CTaHEeTE JI0OBOJIbCTBOBATHCS JOCTUTHYTHIM, KTO-TO Bac OOTOHUT. Bbl HUKOIIa HE CMOXKETE OCTaHO-
BUTb IIOJbEM CTAHAAPTOB IPOU3BOAUTEIBLHOCTH.

C nensmu npoucxonuT 3abaBHast Bemib. CHavana, KOrja Bbl O HUX OOBSBISETE, IOUYTH BCE
TOBOPST, YTO 3TO HEBO3MOXKHO U HET CII0c00a 3TOr0 10CTHYb.

B 1989 rony, korna Mel mocraBuiy 1eiib npoaasarb 20 «XeH-1ai» B Mecsl, BCE TOBOPUIIH,
YTO 3TO HEBO3MOXHO. U 3TO delicmseumensrno TPyIHO, TaK KaK Ha OAHY HPOJAXy HMPUXOTUTCS
JIB€ WJIU TPU HE3aBEepIICHHbIE ceNKU. MHOrue nokynarenu «XeHjaai» He o4eHb OOorarble JHOIH.
OObIUHO 3TO MX MEpBasi HOBas MAalIMHA, U 'y HUX HET O0bIIoi KpeauTHoil ucropun. Tak uto 20
MaIlliH B MECSI] — 3TO BBI30B, U MHOTHE MPOJABIIbI «XEHai» Aymalu, 4TO OH HUKOTJa He Oyaer
MIPUHSAT.

Ho notom npumien Men YoppeH, oauH U3 JIydHIuX MpodhecCHOHANIOB, KOTOPHIX sl BUAEH, U
npozain 26 «Xenaai» 3a Mecau. Tenepp Ipyrue npoaaBLbl ToBopsT: «Pa3 oH MoxkeT mpoaasats 20,
To U s cmory. (U Tpoe HexaBHO caenanu 3710.) Ho Ha camoMm zene s xouy moOuTh pekopa YoppeHay.
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Jlronu Mr00AT COpPEBHOBATHCSI — OHM MOMBITAIOTCS MPEBLICUTH JTIO0BIE OXKUIAHUS, YCTaHO-
BJICHHBIC ISl HUX, HE3aBUCHUMO OT TOTO, 3aIIaTAT Jik 3a 3T0 Oosbire. (B rnase 20 o0bsicHEHO, Kak
MBI TIJIaTHM CBOUM pa0OTHHKaM.) M He BayKHO, CKOJIBKO UM JIET, — 3TO YaCTh YEJIOBEYECCKOU TIPH-
POJIBI.

Kak-To MBI HaHsIM MPOAABIIA, KOTOPOMY OBLIO yke 3a miecThaecst. OH Joiaro padboran B
JPyTrOM aBTOLIEHTPE U MPUBHIK MpoaaBarth o 8—9 mamuu B Mecsu. Korna oH mpuien Kk Ham, OH
YBUJIEN, YTO MbI OKMJaeM HaMHOTO Oouibmiero. OH MOCMOTpEN Ha MapHEH, KOTOPhIE CIIOKOWHO
npojaaBany Ha 1—2 MaluHbl B MecAll OOJbIlIe, YeM OH, U cKa3al: «f He X049y YXOAHUTh B OTCTABKY,
YTOOBI IENBIMH JHSIMHU CMOTPETh B OKHO, CTy4a HOTTSAMHM IO CTONY. Sl MOTY OCOpPEBHOBAThCS C
3TUMHU Masibauikamu!» M OH Ha caMoM jene Hadaa 3To Jenarh. Teneps oH mpogaeT Ha 50 %
OOJIBIIIE MAIIIMH, YEM PaHbIIIE, — IPOCTO TIOTOMY, YTO HE XOTEJ OBITH ITOCIICTHHIM.

Mgl Bce Tak genaeM.

Jlromu Mo cBoe# mpupoie T00AT COPEBHOBATHCS; OHU TOTIBITAOTCS JJOCTHUYb
J0OBIX 11eJIeH, HE3aBUCUMO OT TOTO, 3aIUIATSAT JIM 32 9TO OoJibiie. Tak 4To CeKpeT
COCTOHWT B TOM, YTOOBI YCTaHABJIMBATH I1€JIM B JIYUIITUX HHTEpecax OM3Heca.

Korma MbI Ha9amu Bce U3MEPSITh, HAIINA COTPYTHUKH, TOCTABIISIONINE KIIMEHTAM HX MAITUHBI
MOCJIe PEMOHTA, MPHIIUIA K HaM U TONPOCHIIA TIOCMOTPETh PE3yIBTaThl ONpOca KIMEHTOB, Kaca-
romuecss ux pabotel. Korma Mbl mamu um oOIMe JaHHBIE, OHU 3alETHIIUCh 32 TaKOW BOMPOC:
«CKOIIbKO BPEMEHH BaM MPHUIIOCH K/1aTh CBOIO MAIIMHY ITOCJIE OILIAThI cueTa?y

MBI OTCIIEKMBAINA BPEMSI — OHO PaBHSJIOCH MPUMEPHO IMIECTH MUHYTaM, — HO HAIIIH COTPY/I-
HUKHU HE 3HAJIA, XOPOIIIO 3TO WX TUI0X0. Y Bcex ObuT ofuH Bompoc: «Kro cambiii ObicTphIin?» C
TEX IOP MBI CTAJIA BBIBEIIMBATh TAOIHITy C IMOKa3aTesiMi Kaxkaoro. OHH CTaiu Jenath Bce Oerom,
U CpeiHee BpeMsl COKPATHIIOCh IO TpeX MUHYT. OHU CTPAIIIHO TOPJSATCS, €CIM UM yAaJOoCh BBIBE-
CTH MallINHY ellle ObICTpee, — 3TO 11€JIb, KOTOPYIO OHU MOCTaBUIM camu cebe. U eciii TeEXHUK IpHU-
MapKoOBaJl MAIlMHY B HEMPABIJIBHOM MECTE, TaK YTO MPHIILIOCH €€ Pa3bICKUBATh (YTO YBEITHIHIIO
BpeMs IOCTAaBKH), OHU yCTPAUBAIOT €My HEOObIION CKaH IaMl.

D710 copeBHOBaHHME B 4icTOM Buze. OHM HE TOITYYalOT HUKAKOTO OOHYcCa, KOTAa BBIBOMST
MaluHy OBICTpEe, YeM 3a TPH MHHYTHL. MM MPOCTO HpaBHUTCS MMOXBACTAThCSI CBOUMH pPe3yJibTa-
TaMU | CJIeTKa TIOATPYHHUTH HaJI TEMH, KTO «TOPMO3UT». [103TOMY HAIlTK KJIIMEHTHI TTOTYYaIOT CBOU
MaIlIMHbI HAMHOTO OBICTpEe, YeM Ie-I1bo elle.

(Bce »T0 BecbMa JIOrMYHO. BcioMHUTE, Kak BBl HTpaeTe B TEHHUC C APYToM. Sl yBepeH, 4To
Bbl HOCUTECH 110 KOPTY KaK OILINApeHHbIM M ObeTech Kak JIeB 3a Kaxaoe ouko. becruatHo. Bol
MIPOCTO XOTUTE BHIUTPATH. )

[ToaToMy MBI U3MEpPsIEM BCE M BEIBEIIIMBAEM TIOJTYUSHHBIC PE3YJIbTAThI, YTOOBI KaXKIIBIA MMEIT
BO3MOYKHOCTh ITOCOPEBHOBATHCA. J[aHHBIE O BpEMEHHW BBIBOJIA MAIWHBI KIUEHTY BHUCST PSAIOM
c cepBUCHOM 30HOW. B otrnene cOopa orutartel BUCAT TaOMUIBI, MOAOOHBIE M300paKEHHOW Ha
puc. 1 (cmp. 126), a CSI (uHaEKC yIOBIETBOPEHHOCTH KIIMEHTA) BCETO aBTOIEHTPA BUCHUT BE3IC.
(Koneuno, Ha crengax oroopaxkeHo He Bce. MH(opmarus o mpulbuM Kaxa0ro MpoaaBIiia B pac-
YyeTe Ha MalllMHY pa3MenlaeTcsi B KHUTe, JOCTYITHOMW TOJIBKO MPO/ABIaM, a He KIIMEHTaM.)

Puc. 1

CooOpannas bertu omuiara

Oskuaaemblie npuxoabl B Tedenue 30 queit
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Bce pesysbrarhl, KOTOphle MBI pa3BEUIMBacM, IMEPCOHAIM3UPOBaHbL. Hampumep, Bo3ie
Ka)XJIOr0 pabouero Mecra TeXHHKa eCTh TaOIWYKa C €r0 MMEHEM, a Ha Heil — MeCTO, TJIe MOXKHO
3aKpenuTh HeOONbIIyI0 HakielKy ¢ joroturioM Cadillac, koTopas monaraercst TeM, KTO cenat
npaBwibHO 100 % cBoeli paboThl 3a Mecsil. biaromapsi mepconanu3anuu Tabmuil U rpadukoB
Ka)K/IbIil MIOHUMAET MPaBUJIa UTPBI M KTO HJET BIepear. Mbl HE TIHIIIEM, CKOJIBKO BPEMEHHU YXOIUT
y JenapTaMeHnTa coopa OruIaThl Ha MOJTy4YeHHUe JeHET 10 cueTy — Tabnuia Ha3eiBaeTcst « CoOpaHHas
bertu omnara». B nemapramenTax, MOXOKUX Ha 3TOT, I7e pabOTaeT OJMH YEIOBEK, MbI OTCIICKHU-
BaeM €ro MPOM3BOAUTEIBHOCTD 32 12-MeCsUHbII IEPHOT, YTOOBI OH MOT IOHSTH JIOJITOBPEMEHHBIE
TEHJICHIINH U CPABHUTH MEXy COOOW OTAEIbHBIE MECALBI (puc. 2).

Puc. 2
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Yewm Gosbilie HHGOpPMAIIMK BbI BhIBEIIUBAETE, TeM 3T0 3 dekTruBHee. [[pon3BoanTeIbHOCTD
KaXJIOTO TEXHUKA, HallpuMep, n3o0paxkaeTcs B BUJie Tpaduka u pa3meniaeTcs Ha CTeHae (puc. 3).
W xaxxap1ii MOXKET y3HaTh, KaK €r0 pEHTHHT KauecTBa (YaCTHOE OT AeJICHUS KOJTMYEeCTBA MPABUIILHO
BBITIOJTHEHHBIX PabOT Ha 00111ee KOTUIECTBO Pa00T) BRIIISIUT CPEIU OCTAIBHBIX PEUTUHTOB. (MBI
OTCJIC)KMBAEM MMEHHO KOJIMYECTBO MPABUJIBHO BBINOIHEHHBIX paboT. IlyOnukanusa xonuuyecTBa
OIMOOK MOXKET OBITh YHU3UTEIBHOU ISl YE€TIOBEKA. )

[Tonavany HE BceM HAIIUM COTPYAHUKAM MOHPAaBUIIACh UJ1Es BBIBELUIMBAHUS UX PE3yJIbTaTOB,
0COOEHHO ecii OHM padoTai HE O4eHb XopoIo. Ho Bpoae Ob1 HUKTO M3-3a 3TOro He ymep. Hy a
€CJIM OHM TBEPJIO PEeIININ paboTaTh II0X0, OHU 3/1€Ch HAZ0IT0 He 3aaepkarcsa. Hukro He 3axouer
TEPHETh UX PAIOM C COOOM.

Puc. 3
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WACCK

EoHeU WonA 18388 raaa

TIETALEHT

1000 1000
1000 988 986
866

850 941

900

B850

aool— | | | | | L

docTep Typk MpwH Dwoncon T, Waddep K, Wadidpep
34 59 79 653 84 110

EcTsb emie onHa npu4rHa TOTO, MOYEMY JTFOJM BCE-TAaKU IPUHUMAIOT STH TaOIUIIBI U Tpa(UKH:
MBI U3MEPSIEM TOJIBKO TO, YTO OKA3bIBAET BIMSHUE HA UX paboTy. MBI He coOupaeMcsi, Hapumep,
3aCTaBIATh BCEX TEXHUKOB cJenaTh MpoOexKy Ha 100 METpoB M BBIBECUTH UX pe3yiabTaThl. Mbl
OTCJIC)KUBAEM TOJIBKO NTPOU3BOJUTENBLHOCTh UX PabOTHI — TO, YTO OHM CaMU MOTYT KOHTPOJIUPO-
BaTb. OHU MOT'YT OBbITh HE YBEPEHBI B CBOUX CIIPUHTEPCKUX KaYECTBAX, HO BOT B CBOMX CIIOCOOHO-
CTSIX OTPETyJIMPOBaTh 3aKUT'AHNE OHU JIOJKHBI ObITh YBEpEHBI Ha Bce cTO. VIMEHHO Takue Belu
MBI U U3MEPSIEM.

Ecnu MbI Tak MHOTO BHUMaHUS 00paliaeM Ha U3MEpEHUE IPON3BOIUTENBHOCTH, TO 3TH U3MeE-
PEeHMS JOJDKHBI OBITh YECTHBIMU M OCHOBaHHBIMU Ha (haKTax.

PaccMoTpuM cHayana 4eCTHOCTh U3MEPEHU.

[IpencraBbTe, 4TO MBI CpaBHHBaeM pabOTy JBYX TE€XHHMKOB. OZHOMY JaocTajnach Jierkas
paboTa, HapuMeEp YHUCTKA CaJIOHA, a IPYTOM PEMOHTUPYET TpaHcMuUccuio. HekoTopbiM Kaxercs,
4yTO paboTa c TpaHCcMHUcCcuel Oonee BakHa, yeM uncTka. Ho kinueHt tak He aymaet. KiveHt cuu-
TaET, UTO 6ce TOJKHO OBITh CIEIaHO OTIMYHO.

Tak uTo 06e paboThl OKa3bIBAIOTCSI OAMHAKOBO BaKHBIMU. Kax/1bIil MOITy4YUT 3010TOM JI0TO-
tun Cadillac m myOonu4HOE IpU3HAHKE, CACIIaB CBOIO PaboTy NMpaBmibHO. OJHAKO MBI IJIATUM UM
no-pazHomy. Koneuno, ToT, KTo paboTai ¢ TpaHCMUCCHEN, TOTYyUUT OOJIbLIE.

UroObl OTyYaTh JaHHBIE, OCHOBaHHbIC Ha (pakTax, Ha/lO0 MOJACYUTHIBATH Ba)KHBIC BEIH, U
HOJICUMTBIBATH UX MPABUIIBHO, U AaTh BO3MOKHOCTh YEJIOBEKY, pab0oTa KOTOPOIo U3MEPSETCs, BO3-
MOXHOCTh 00OpaTuTh Ballle BHUMaHHE Ha OMMOKY B pacueTax.

Hac Bceraa cipammBatot: «IlomydaroT m siroam O0HYCHI 32 JOCTH)KEHUE BBIIAIOIICHCS ITPO-
n3BoauTebHOCTU?» EcTh nBa orBera: «He o0s3arenpHO» U «OOBIYHO HET». 31€Ch HET HUYETO
CTPaHHOTO.

Bo-niepBbIX, HallM COTPYAHUKH MOYYArOT OIUIATY 33 KOKIYIO 3aKOHUEHHYIO paboTy, TO €CTh
gyeM Ooubiie paboThl OHU CAETAIOT, TEM OOJIBIIE TONyYaT. ITH JOMOJHUTEIbHbBIC BHIIJIATHL — HE
6onyc. OHH uX 3apaboTaiy.

Bo-BTOpBIX, BCIIOMHUTE, JIOAM Kakoro Tura padoTaioT y Hac. Mbl HaHMMAaeM XOpPOLIMX
JrO/IeH, U MBI TUIaTUM 00JIbIlIE, YeM KOHKYPEHTHI, IOTOMY YTO HAIlIX COTPYIHUKHU TOCTOSHHO J00U-
BAIOTCS BBICLIEN POM3BOAUTENBHOCTU. PDAKTUYECKU BBICIIASI TPOU3BOAUTEIBLHOCTD CTalla CTAH-
JTAPTOM.

Bor mpumep.
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Korna BbI mokymnaeTe MaliiHy, Mpou3BOJUTENb 00€IIaeT, 4To Bce Oy/IeT UATH XOPOIIO B Teue-
HUE KaKOrO-TO BPEMEHHM — HalpHUMep, aKKyMynsaTop OyaeT paborats Tpu roaa. Mnm HekoTopbie
BEIIM JienatoTes OecriaTtHo — Lexus, kK mpumepy, He OepeT I1aThl 3a JiBa MePBbIX TIaHOBBIX MOCE-
HICHUS CTAHIIUHU T€X00CTy>KUBAHUSI.

Ho xoTs 3Ta pabota OecriatHa Asis KJIMEeHTa, AUIEPhl BCe-TaKH MOJIy4aroT 3a Hee miary. [1o
OKOHYaHWHU TapaHTUHHBIX PaOO0T MPOU3BOUTENH BO3MEIIAET UX CTOUMOCTh. ITO 1IEHA 32 BEJICHUE
ousHeca.

VY Hac ecTh COTpy/AHHMIIA, KOTOpask OTBEYAET 3a MOJYyUYEHHUE ITHX TapaHTUHHBIX IUIaTEXKEH.
Korzaa ona Toipko npuiiia Kk Ham padoTaTh, CPEIHUM CPOK OIUIaThl cocTaBisut 45 qHeit. C MOMeHTa
3aMEHbI aKKyMYIIATOpa 0 MOMEHTa Noiy4yeHus oriarel oT General Motors mpoxoauino 45 nHen.

D10 ObUTO CIUIIKOM J0JTO. [IBITasCh MOHATH, CKOJIBKO BPEMEHHU 3TO JIOJDKHO 3aHUMATh Ha
CaMoM JIeJie, Mbl, KaK BCET/Ia, 3aaJI1 BOTIPOC: «A Kakas HopMma?» M okazanock, 4To s MOTydeHUs
OTLIIATHI 110 TAPAHTUU CPEAHEe BpeMmsl o cTpaHe — 15 nuei. Mrak, momyuunia jau Halla COTPyIHUIA
OoHyc, cHU3UB cpok ¢ 45 1o 15 aueii? Her.

Ho xorza oHa co BpeMeHeM CHHM3MIIA 3TOT CPOK 710 9 JTHEH, MBI JaJId el TPUOaBKYy.

W cHOBa: OCHOBHAas MOTHMBUPYIOIIAsl CHJIa — 3TO HE JAEHbrU. Jltoau momoiiayT K ee cTouxy,
YBUAAT TAOIHILY, TOKA3BIBAIOUIYIO, YTO CPOK MOTYUYEHHS BBITUIAT 110 FTapaHTUU IOBENIEH 110 9 THei,
U ckaxyT: «OTinyHo!» PykoBoauTenb NpUIIIacuT ee Ha 00el, ¥ JIIOIU B €€ IenapTaMeHTe CMOTYT
BOCIIOJIb30BaThCs MOyYEHHBIMH PE3yIbTaTaMU.

Hexoropsie, mociyIias, Kak Mbl HACTPOUJIM HAIly U3MEPUTEIbHYIO CUCTEMY, ToBOpAT: «Co
MHOU Takoe He MpoiaeT. MeHsl Tak MOTUBHUPOBATh Helb3sl. S He cTai Obl paboTaTh HHTEHCHUBHEE,
eciu Obl MOM Pe3yNbTaThl MyOIHUKOBAIHCHY.

B3nop. PaGoTHUKYM 3HAIOT, CKOIBKO paOOTHl OHU BBITIOJIHUIIN, U JTUOO TOPIATCS 3TUM KOJIH-
YeCTBOM, TUOO cTecHs0TCs ero. Kpome Toro, oM Ha caMoM Jiesie HHTEPECHO, Ha KAKOM YPOBHE
OHH HaXOISATCS.

Hexoropsie paboTbl U3MEPUTH TPYIHO, U 3TO BO3BPAIIAET HAC K BOMPOCY O BAXKHOCTH YECT-
HBIX U3MepeHuid. Ho Bceraa MOKHO HAWTH )11 U3MEPEHHUI YTO-TO MOAXOAIICE: KOTHIECTBO MPO-
JTAHHBIX MAaIIUH, 00paOOTaHHBIX MPEAMETOB WIH MOKAPEHHBIX TaMOyprepos.

ManBanu 1 J[eMUHT TOBOPST, YTO MBI JOBOJIMM JO Tpefesia Hallld U3MEpeHus Kak Gopmy
MoTHuBauu. OHU TPEIMOYUTAIOT U3MEPATH TPOU3BOIUTEILHOCTS KOMAH Il WIIM JIeTIapTaMEeHTa!
CKOJIBKO TTOPIIMHA KapTOIIKH OBLIO IPOAaHO BeuepHei cmeHoit McDonald's wiu 4to-T0 B 3TOM poje.

3T0, KOHEYHO, 3aMEYaTeIbHO, HO 51 XOUY U3MEPATH U TO, CKOJIBKO CAeNal Kaxabli. OnsTh ke
3TO MOXOke Ha OericOos. Kpome OKOHUYATEeIbHOTO cYeTa UTPHI 51 XOUY eIlle 3HaTh, KTO OTOMJI HOJIb
pa3 M3 YeTHhIPEX, a KTO — YEThIPE U3 YEThIPEX.

EcTb 111 omacHOCTh, UTO JIFOIU CKOHIICHTPUPYIOTCS TOJIBKO Ha CBOEH CTAaTHCTUKE U HE OyayT
oOpaiaTh BHUMaHUs Ha pe3ynbraThl KomMaHabl? EctecTBeHHO. Ho Takas omacHOCTB CyIIeCTBYeT U
B criopTe. IMEHHO MOATOMY CYIIECTBYIOT TpeHEpHI (U O0CCHI).

OCHOBHBIE BBEIBOJIBI

— Uzmepstime mo, umo ymecmno. Bbl He cMOXKeTe MPU3BaTh JIOACH K TOMY,
9TOOBI OHM JEJIaJId BCE HAWJIY4YIIMM OOpa3oM, W HaJeAThCS Ha TO, YTO ATOT
YPOBEHB TOCTATOYHO XOPOIl. BbI (M OHM) TOJKHBI 3HATh, HA KAKOM YPOBHE OHH
HaxOATCS U TAC MOXKHO YIIYYIIUTh PadoTy.

— Buisewusaiime pe3ynomamoul. bynbTe 4eCTHbI M OCHOBBIBAWTECH HA
(dakTax, HO, pa3 yX BBl y3HAIM, Kak paOOTaeT KaK[blii, BHIBEITUBANTE
pe3yJIBTaThl U pacrpocTpansiite nHdopmarnuio. JIronau mo cBoei npupose Jro0sIT
COpPEBHOBATHCS, XOTAT JCJIaTh XOPOIIYI0 pabOTy M UMETh ITPEICTABICHUE O CBOEM
YpOBHE.
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— IIpoodonoscatime noonumams yposeHs npuemaemor npouU3800UmMenIbHOCU.
Kak Tonpko Baly 1enu JOCTUTHYThI, BbI JOJKHBI TOJTHUMAThCS ele Bbiie. Ecin
BbI HE CTAHOBUTECH IOCTOSIHHO JIy4Ille, KTO-HUOY/Ib BAC OOTOHMUT.

—  Oecpanuuusaiime Koauvyecmeo yeneu. Ecim y JIOAEH  CIUIIKOM
MHOIO 3aJa4, Ha KOTOPbIX HAaJ0 CKOHLEHTPUPOBATbCS, OHU HE CMOTYT
CKOHIIGHTpHpOBaThcsl HU Ha uyeM. CraBbTe He Oonee msaTH uenedd. MHornma
JOCTaTOYHO OJHOM.
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V. CKOnbKoO nflaTUTb COTPyAHMKaM,
YyTOObI 4OOUTbLCSA Ny4dllero cepeuca

NaBa 19
NMnaTtuTte 6onbLUe — U CIKOHOMbLTE bonbLue

Ecmu BBl xoTmTe, 4TOOBI y Bac paboOTalM TEPBOKIIACCHBIE CIICIHUAIUCTHI, BBl JIOJDKHBI
JOCTOIHO Mmiatuth UM. Crienaite Tak, YTOObI BAllM JIFOAU MOIJIM 3apaboTaTh B Ballleld KOMITAHUU
Ooubiie, yem rae-nubo emie. Bamm coTpynHUKN JOIDKHBI TOPAUTHCS CBOEH pabOTOM, M CONMIAHAS
3apruiaTa moMOXKeT B 3ToM. U XOTs cama cymMMa 3apIutaThl He SIBISIETCS ONPEAEIISIONINM (GaKTOpOM
OTHOILIEHUSI K paboTe (MHOTHME JIIOM CTaBST €r0 Ha IMATOE MJIM IIECTOE MECTO B CBOEH CHCTEME
[IEHHOCTEM), sl HUKOT/Ia He IpeHeOperaro um.

Bpsin mu kT0-11100 B Hallleld KOMIIAaHUY CYUTACT, YTO OH HepopabarsiBaeT. M mpu TakoM 00b-
eme paboThl, Kak MOKa3bIBAaeT Hallle BHYTPEHHEE HCCIIE0BAHUE, HE TAK Y>K MHOTO JIFOJIEH JyMaloT,
YTO UM INeperviadyuBaroT. Hamm COTpyIHUKM CUMTAIOT, YTO OHHU IOJIy4al0T UMEHHO CTOJIBKO,
CKOJIBKO OHHM 3apa0aThIBAIOT.

MBI MOCTOSHHO 3a/1aéM HaIIUM COTpPYAHUKaM Bompoc: «Kak Mbl MoxeM
MIOMOYb BaM 3apadaThiBaTh 0OJIbIE?»

Tepsiem mu MBI JeHbIH, «TepemnaunBas»? He mymaro. KBanmudunupoBanueie paboOTHUKH
COBEpIIAIOT MEHBIIIE OIIMOOK, a MOTOMY HX 3(PPEeKTUBHOCTH BbIlIe. MBI cTapaeMcs HaHUMATh
TOJIBKO OY€Hb COOOPA3UTENBHBIX COTPYIHUKOB, KOTOPbIE OBICTPO MOHUMAIOT HAIIy CHCTEMY. JTO
3HAYMT, YTO OHU MOTYT MPEBOCXOAHO OOCTYKUBAaTh KIMEHTOB 0€3 TOro, 4ToObI KTO-TO BCE BpeMs
CTOSUT y HUX HaJ Aymoi. M 5To 3Ha4uT, 4T0 HaM TpeOyeTcsi MeHbIIe IepCoHalIa, YeM HallluM KOH-
KypEeHTaM, U4TO BEIET K CHIXKEHHIO U3JIEPIKEK.

S yBepeH, uTo, IJ1aTs CBOUM COTPYIHHKAM OOJIbIle, MBI CTAHOBUMCS 0ojiee d3(PPEKTUBHBIMH.
BosbsMeM, Hanipumep, Hai oTaen npojaax. [Ipeanonoxum, yTo TANUYHBINA aBTOLEHTp npoaaet 100
MaIuH B Mecsll. Kak Bbl 3HaeTe, 0OBIYHBIHN MPpoAaBel] MpoaaeT 8§ MaliH B Mecsil. Takum oOpa3oM,
B 9TOM IIEHTpe JOKHO paboTaTh 12 mponaBiioB. A Mbl MoxkeM mpoaath 100 MarmH cuiamu Bcero 8
YeloBeK. DTO 3HAYHT, UTO HAM HY>KHO Ha 4 pab0oYnX MecTa MEHBIIIE, TO €CTh MEHBIIIE TeIe(POHHBIX
JIMHHMA, MEHbIIIe pabodero MpoCTPAHCTBA U... MEHBIIIE PACXOA0B Ha 3apabOTHYIO IUIATY.

Takum oOpa3oM, Mbl SKOHOMUM JCHBTM W MOXKEM MpPUBIEKaTh JYYIIUX TMPOJABIIOB,
MOCKOJIbKY UMEHHO Yy Hac OHM MOTYT 3apaboTarh 0oJjblle, 4eM rae-nmubo eme. B cpennem Hamr
npoaasen «IlleBpose» mpoxaer 12 ¢ moIOBUHONW aBTOMOOUIIEH B MECSIl; HAIIIM KOHKYPEHTHI MPO-
JIAIOT TOJIBKO 8 — MPH TOM, YTO Y HUX paboTaeT Ha 4 mpoaaBiia OOJbIIIE.

I'me Ov1 BBl camu xotenu pabotarb? Tawm, rae mpoaarT § MallvH, WK TaM, T€ MPOAaKU
Ha 50 % Beime? MHpOpManms 0 BRICOKHX 3apaboTKax OBICTPO PACIpPOCTPAHSAETCS Ha PHIHKE, U
Jy4IlIre MPOAABIBI CTy4arcs B HalM JBepH. Mbl 10OHMBaeMcsl KauecTBa BO BCEM, HO JaXKe MpHU
OOMBIINX pacxo/ax Ha 3apabOTHYIO MJIATy HAIIM M3AEPKKU HA OHY MPOJAHHYIO MAIlIUHY HIXKE,
4YeM y KOHKYpeHTOB. biiarogapst Takoii MOJIMTUKE BCE B BBIUTPHIIIIE.

DT e MPUHIUIBI OTHOCATCSA U K paboTe HaIllero TEXHUYECKOTo mepcoHana. B cpemnem
[EHTPE MEXaHUK MOXKET 00CITY>KUTh 6 MaIlluH 32 BOCBMUYACOBYIO CMEHY. 3a 3TO K€ BpeMsl Halllu
pebsita MoryT 00cykuTh 8 MamuH. [Touemy? [IpocTo motoMy, 4TO OHU HE TEepSIOT BpeMeHu. OHu
HE JKIyT, KOTAa NPUAET CIAEAYIolas MalliHa: Mbl KOMIIBIOTEPU3UPOBAIM CUCTEMY yUeTa KIHEH-
ToB. OHH HE KIyT, KOTa MOABE3yT HEOOXOIMMBIE 3aITYaCTH: BCE I€TaJIH, KOTOpbIE TPEOYIOTCS XOTs
OBl pa3 B HE/IETIO, MBI XpaHUM Ha OMEepPaTUBHOM ckiiaze. Mbl oOecreunBaeM HAIUX pabOvHX JIyd-
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IMMH UHCTPYMEHTaMH ¥ 000pynoBaHueM. Mbl MHOTO BKJIaJ[bIBaeM B UX OOy4YEeHHE, U TOTOMY Ha
JUArHOCTUKY U yCTPaHEHHE MOJIOMOK Y HUX YXOAUT MEHBIIIE BpEMEHH.

Hammm ycnyru crosar He 60sbliie, 4eM yCIyTy Ipyrux aBToieHTpoB. [Ipu aTom Hamm coTpy-
HUKW MOTYT 3apalaTbiBaTh (U 3apadaThIBalOT) Ha TPETh OOJbIIE, YeM B JPYTUX MECTax, — 3a CUeT
0oJiee BHICOKOI MPOU3BOIUTEILHOCTH.

XOTsl KOMY-TO MOKET Ka3aThCsl HECTIPABEAJIMBBIM, YTO HEKOTOPBIM COTPYIHUKAM MBI [IJIaTUM
CJIMIIKOM MHOTO, Hac 3To He OecrnokouT. Ha Moil B3misaa, 310 3ameuatensHo. U s, 1 MOM MeHe-
JOKEpBI TIOCTOSIHHO CHpaliMBaeM HalIMX paOOTHUKOB: «Kak Mbl MOXEM MMOMOYb BaM 3apalboTarhb
Oonbiie?» J{pyrumMu clioBaMH, 4TO Mbl MOXKEM C/IeNIaTh, YTOOBI Ballla IPOU3BOAUTEIHHOCTD ObLlIa
Bble? MiMeHHo G6marogapst HalIMM MEXaHUKaM MbI ONITUMHU3UPYEM TEXHOJIOTHIO PEMOHTA, YTOObI
y HUX ObLIa BO3MOXKHOCTB OOCITYKUTh OOJIbIIIe KITUEHTOB. TakuM 00pa3om, M KOMIIaHUs, U COTPY/-
HUKH, ¥ KIMEHTHI OKa3bIBAIOTCS B BBIMTPHILIE.

Bce 310 MOXeT nmoka3aTbcsi 6aHAIBHOCTBIO, HO CIIMIIKOM YacTO BCE MPOMCXOAUT C TOYHO-
CTBIO J10 HA000POT. YacTo, eciii mpoJaBel] CIUIIKOM XOPOIl B paMKax 30HBI MPO/IaX, KOMITaHUS
JIEJIUT €€, TOCKOJIbKY CYMTAET, YTO MpojaBel] 3apadaThiBaeT Yepecyyp MHOTO. DTO HEMPABUIBHO.
[Touemy Obl HE TOMOUB eMy 3apadaTbiBaTh enie Ooibiie? Hanpumep, naTh eMy B OMOIIb acCH-
CTeHTa. 3a4eM MOJpPhIBaTh €ro MHULMATHBY? 3aueM CHIKaTh ero oruiaty? Eciu o Ha camoM fierne
XOpOIII, TO3BOJIETE €My 3apadoTarh Oosblie AMs ceds U Al KOMIIaHUH.

[TpuBeny cBoii moOuMBINA puMep Ha 3Ty Temy. Kropreit Kpoydopa npeobpazoBan Ham
nojpasneneHus oocayKuBaHus U 3amyacteil. OH cuuTaeTcs repoeM kommnaHuu. Korma mMel mpo-
JIBUHYJIU €T0 C TIO3UIIMU MEXaHHWKA Ha MO3UIHI0 JUPEKTOpa cepBuca, oH noiydan $27 500 B rox
witoc 10 % npeMus oT yBennueHus puobuIn ero aenapramenta. CTOUT 3aMeTUTh, YTO B TO BpeMs
JenapTaMeHT 00CITyKUBaHUs ObLT YOBITOUEH.

K xoHIy BrOporo roga on yxe 3apadarsiBan $75 000. Korna oH BriepBble MOIy4YHIT HOBYIO
3apIuiaTy, OH TOBOPHII CBOMM Jpy3bsiM: «OHHM HUKOTJa HE MO3BOJIAT MHE 3apabaThIBaTh CTOIBKO.
Onu 006s3aTebHO CHU3ST MOIO OIUIaTy. BOoT yBUIUTE, OHM IEPECMOTPST KOHTPAKT». Mbl, KOHEUHO
e, He CIIeNIalii 3TOTO0, ¥ Ha CIIeAYIONIHi ro oH noiydan yxxe $100 000. [Tpu aTom oH TipogosmKat
JyMaTh, YTO Mbl CHU3UM €r0 ’KaJOBaHbE.

Kak-1o s mpurnacun ero k cede u ckazan: «Kropieh, s XxoTesa Obl TOTOBOPUTH ¢ TOOOM O TBOCH
3aprutare». Beck ero Bua roBopuit: «O, s ke 3Han! OHu Takue ke, Kak u apyrue. OHu coduparorcs
CHU3UTH MOIO 3apruiaty». Ho s ckazan: «S odeHb ropxkych TeM, 4TO Tebe ynaioch cleiarb, U
HA/ICIOCh, YTO B CJIEAYIOIIEM TO/ly Thl CMOXKEIIh 3apad0TaTh 3HAUUTEIHHO OOJIbIIIEY.

Yepes aBa roga oH 3apabarbiBai yxxe $150 000. U s BHOBB 103Ball €ro k cede, 1 BHOBb OH
OBLT yBEpPEH, YTO sI XOUy MEPECMOTPETh HAIlld JIOTOBOPEHHOCTH B XYIUIYIO AJII HETO CTOPOHY. S
ckazan: «Tel mopaboTai Ha caBy, U 51 XOTell Obl OCTaBUTH Bce O6e3 u3MeHeHui». OH yauBuics: « Bl
HE coOupaeTech MEHITh CXeMy Moeil oratel ?» S ckasai, 4To AJis 3Toro HeT ocHoBaHui. KoHeuHo,
10 % ot nmpupocTa npuObLIH MO3BOJIUIN €My 3apadaTbiBaTh OY€Hb MHOTO, HO BeJlb KOMIIaHHs HE B
IpouTphIlIe: oHa 3apadarkiBania octaBiuecs 90 %. 3adem ke MOApHIBaTH MHUIMATHUBRY YEIOBEKa,
KOTOPOMY YZIaJIOCh CIeNIaTh TaK MHOTO?

3a/iaua MEHEKEPOB — CO3/IaTh TAKyI0 CUCTEMY, KOTopasi Obl [T03BOJIsAIA COTPYAHUKAM JOOU-
BaThCsI BHICIIETO YPOBHS MPOU3BOAUTEIHHOCTH U MOIYYaTh 33 3TO 3aCIYKEHHYIO IJIary.

OCHOBHBIE BBEIBOJIBI

— He 6oiimecv niamums Oonvuue, yem Kmo-iubo ewe 8 eauieli Ompaciu.
Hannmasi mepBOKIacCHBIX JtO7IeH, BBl q0oObeTech Oombiiero. [lnarure Oombie,
YeM Ballll KOHKYPEHTHI.

— bonvwas onnama He se61semcs  nooapkom. Bamm  COTpYIHHUKH
JOJDKHBI 3HATh, YTO HEOOXOIMMO 3aCiIy>)KHTh CBOIO 3apIuiaTry, Oyaydu Ooliee
MPOYKTUBHBIMU W TIPEICTABIISS KIIMEHTAM YCIIyTH dKCTpa-Kiiacca.
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— Bol nonyyume snauumenvuyro omoavwy om uUHEeCMUYULL MAKO20 poOd.
Takasi MOMUTHKA TO3BOJIUT BAM HAaHMMAaTh 0O0JIee TAJAHTIUBBIX JIFOACH, KOTOPBIC
OynyT pabotars 6onee rddexkruBHO. KBanuduipoBaHHble paOOTHUKH JENAI0T
MEHbIIIE OMMOOK, HYXIAIOTCS B MEHBIIEM MPUCMOTPE M TOTOBBI CHENATh IS
KIIMCHTA BCE.

— He nwimatimeco uzmenums npasuia 6 cepeoure ucpuvl. ECu BBISICHUTCH,
YTO JIIOW 3apadaThIBAOT CIUIIKOM MHOTO, HE MBITAUTECh CHU3UTH UX OILIATY.
Jlyumie momymaiiTe, kKakuM 00pa3oM OHM M KOMIIAHUST MOTYT TOJy4aTh elle
OosblIe.
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maBa 20
NMapTHepcKasa cuctema onnarhbl

YrtoObl MpeAocTaBisaTh KIMEHTaM Hauily4dllee 00CTyKUBaHHUE, Bbl JOJDKHBI OTKa3aThCsl OT
TUIIUYHON CXEMBbI BBIIIATHl €KEMECSYHON 3apa00THOM MIIaThl U HAYaTh IJIATUTH BAIlIUM COTPY-
HUKaM Kak mapTHepaM. [lapTHepckas cxema OmiiaThl MOXKET ObITh BBIpa)K€Ha B Pa3HBIX Qopmax:
MOYKHO MPOCTO IJIATUTh KOMUCCHOHHBIE WIIM K€ MPHUBI3aTh OIUIATy BCEX COTPYAHUKOB K OOIIen
npUOBLTH KOMIIAHUH.

DT0 oueHb BaXKHBIH IIAr JUIs 000 opranu3anuu. JIronu cTaHOBSTCS 3aMHTEPECOBAHHBIMU
B TOM, YTOOBI KOMIIAHUS MOJTy4YHia MPUObLIb, U TOHUMAIOT, OTKYy/la oHa Gepercs. OHU cTaparoTcs
CHIDKATh M3IEPKKH, MOBBIIIATH MPOJAXKH U yIy4lllaTh Ka4eCTBO 00CITyKUBaHUSI.

MpbI BHEIpHIIM TAKOM MOAXO/ KO BCEM COTPYIHHMKAaM KOMITAHUU Ha BceX YpoBHsIX. OCHOBOM
JUISL HETO CITY’KHT CIpaBeUINBas U TOYHAsi CUCTeMa OLIeHKH. J{J11 HEKOTOPBIX BUIOB padoOT (HaIpH-
Mep, VIS MPOJaK) CUCTEMa KOMIIEHCAIMi JOKHA OCHOBBIBAThCS HA JIMUHBIX JOCTIKEHUX. Jliist
npyrux (OyXrairepus Wi IPOU3BOJICTBO) CIEAYET OLIEHUBAThH JOCTHKEHUSI KOMaH bl HITH OT/IeNA.
Omutata pyKoBOIUTEINEH HAMTPaBICHUH 3aBUCUT OT BBIPYUKH BO3IVIABIISIEMbIX HMH J€TIAPTAMEHTOB.

Tam, re Bo3Mo)keH KOH(IUKT, 3apab0TOK COTPYIHUKOB 3aBUCUT OT OJHOW U TOH ke 0a3bl.
HNHTepechl HAMMX aBTOLEHTPOB B 3TOM IUIaHE JOJDKHBI COBMAIATh C MHTEPECAMH COTPYIHUKOB
(MBI Ha3bIBaEM 9TO KOHIICTIIMEH NapajuIeTbHOM OTUIaThI).

[Tpumep. Haa kommanus npogaeT Kak HOBbIE, Tak M MOAEepKaHHbIE MAIIMHbL. ECIu miatuTh
MEHE/KepaM IO MpojakaM HOBBIX aBTOMOOWJIEH M MEHeIKepaM IO MPoAa)kaM IMOoJIep:KaHHbIX
aBTOMOOMJIEH TOJILKO HAa OCHOBE UX COOCTBEHHOM MPUOBLIN, TO HABEPHSIKA BO3SHUKHET KOH(PIUKT
IIpU OLIEHKE MAIIMH 0 Iporpamme trade-in (MOKymKa HOBOTO aBTOMOOUJIS C 3a4€TOM CTOMMOCTHU
cTaporo). MeHemkepsl, MPOAAroIINe HOBbIE aBTOMOOUITH, OylyT HACTauBaTh HA MOKYIIKE CTapOn
MAaIIMHbI MOTEHIIMAIBFHOTO KJIMEHTA M0 MAaKCUMAaIIbHOI 11eHe, 4TOObI OH ceifuac jke KyMHl HOBYIO.
B cBoro ouepens, MeHEIKEp 10 MPOoIaXKe MoAep>KaHHBIX aBTOMOOMIICH 3aMHTEPECOBAH B TIOKYIIKE
TaKOro aBTOMOOWIISI [0 MUHUMAJIBHOH 1I€HE, MTOCKOJIBKY TaKMM 00pa30M OH MAaKCUMHU3HUPYET CBOIO
npUOBLIL OT €0 MEePEnpPOIAKH.

YToObI pa3peiuTh STOT KOH(IUKT, MbI BHITUIAYMBAEM IIPEMHUAJILHBIC B 3aBUCUMOCTH OT IIPU-
ObUIH 000UX AemnapTaMeHTOB. Takum 00pa3oM, HAIIM COTPYIHUKHU BBIMTPBIBAIOT U MPOUTPHIBAIOT
ToJbKO BMecTe. Kpome Toro, B 3TOM cilydae MX MHTEPEChl COBMAAAI0T C MHTEPECaMH KOMITAHUU
B IIEJIOM.

MBI HCIONB3yeM CXOKYH0 KOHLEIIUIO U 10 OTHOIIEHHIO K MeXaHWKaM. YeMm Oosbliie OHU
PEMOHTHUPYIOT aBTOMOOMIIEH, TeM Oonbliie 3apabaThiBaloT. Ecnu ke KIIMEHT BO3BpaliaeTcs u3-3a
HEKaueCTBEHHO BBHITIOJTHEHHON pabOThl, HUKOMY HE IUIATAT 3a 3TO. TakuM 00pa3oM, MEXaHUKH U
KOMITAaHUSI HAXOZSTCS B OJHOM JIOJIKE.

MpbI HayanM UCTIONB30BATH TAKYIO0 CUCTEMY OILIAThI IBA/IIIATh JIET Ha3a/l, U OHA IPEBOCXOAHO
3apexkoMeHzioBana ce0s. OqHako BpeMsi OT BpEMEHHU MbI TecTupyeM ee paboTty. S momHio, y Hac
paboTaJ MPeBOCXOAHBII MEXaHUK B OTJEJE MPEANPOAAKHON MOATOTOBKU. MBI pelIniIy MOMTH Ha
SKCHEPUMEHT M MPEUIOKUIN €My He CIIENbHYIO OIJIaTy, Kak OObIYHO, a TBEP/bIM OKJIaJl, UCXO/s
U3 €ro CpeqHero 3apadoTka 3a MOoCIeHUEe MIECTh MECAIEB, U CIEIIIN 3a pe3yabraraMu. Tak BOT,
IpY HEU3MEHHOM KaueCTBE €T0 MPOU3BOIUTENLHOCTH yrana Basoe. OH nepecrtai ObITh IapTHEPOM
KOMITaHUH.

S nymaro, 4TO MPUUMHON HU3KOU MPOU3BOJUTENLHOCTH SIBISIETCS TO, YTO HUKTO HE YUUTHI-
BaeT pe3ysbTarhl. HUKTO HE CUMTAET KOIMUYECTBO 3a/1a4, KOTOPBIE BBHIMTOIHSAET PAOOTHHK, 1 CKOJIBKO
BpeMeHH TpeOyeTcs IS X ucronHeHus. Ecnu Bbl ymeeTe npaBUiIbHO YUYUTHIBATH PE3YIbTAThI, BbI
MOYKETE T0OUTHCA OT CBOMX COTPYAHHMKOB TaKOM K€ MPOU3BOAUTEIHLHOCTH, KaK U B Cllydae Mmapt-

Hepcxoﬁ CHUCTCMBI OIJIaThI, 6J1arozlap;1 QJICMCHTY COPCBHOBATCILHOCTH. JIronu no CBOEH mpupoac
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CTPCMATCA OBITE IICPBBIMHU. Ecnm s 3HAro, 4TO rac-1o ACJIar0T ACCATh 3aMCH Macjia B ICHb, 1 I'OTOB
IIPBITHYTB BBILIC I'OJIOBHI, YTOOBI O6CJ'Iy>KI/ITB OJMHHAaIIaTh KIIMCHTOB.

Ho Bce xe MNapTHEPCKad CXeMa OIUIaThl JTyHdlIC, ITOCKOJIbKY JIFOAU BUIAT IMIPAMYIO B3aUMO-
CBA3b MCIKAY KOJINYCCTBOM pa60TbI 1 BEJIMYNHON 3apa60TKa. Ecau onu xotsat 33pa6OTaTB 60J'IBI.H€,
OHU MOTYT HpHﬁTH MOpaHbIIC WJIN 3aICPIKATHCS ITOITO3KE. HpOI[aBI_U:I MOTYT pa6OTaTb I10 B€UYCpam
WU B BBIXOAHBIC. JIroqu MOTYT HaWTH MHOKECTBO CIIOCOOOB IOBBICUTE IMPOU3BOAUTCIIbHOCTD TaK,
YTOOBI U JJIA KOMIIAaHHUH 3TO OBLIO MMpUEMIICMO.

[TapTHepckas cuctema OIIAThl IMOOLIPSIET COTPYIHUKOB OOCITYKHBATh
KJIMEHTOB Ha BBICIIEM YPOBHE: HMEHHO OT YOBJIETBOPEHHOCTH KJIMEHTA 3aBUCUT
WX 3apIuiara.

OpHa U3 MIaBHBIX 3a/1a4 MEHEKepa 3aKJII0YaeTCsl B TOM, YTOObI HAWTH COOTBETCTBYIOLIUE
CTUMYJIBI JUISl T€X, KTO paboTaeT XOpoullo, U MPaBUILHO MOTHBHMPOBATh U JHUCUUIUIMHUPOBATH
OCTaJIbHBIX. ECIIN KTO-TO 10BOJIEH TE€M, UTO MPOJAAET IIECTh MAIIUH B MECSL], TO, BUIMUMO, OH J10JI-
eH paboTarh IJe-T0 B IPYTOM MECTE.

Tenepb BayKHBIM BOIPOC: €CIIM BCA ATa CUCTEMA TaK 3aBsA3aHa Ha JIMYHbBIE PE3YJbTaThl, TO HE
CKa3bIBACTCS JIM 3TO OTPHUIIATENILHO HA 00CITy)KMBaHUHU KJIMEHTOB? He mbITaroTcst U 110au moOkI-
cTpee 00CIY UTh KIMEHTOB, YTOOBI OJYYUTh CBOW KyCOK mupora?

S yBepeH, uTo HeT. Bamm coTpyHUKH OyayT OT3bIBUMBBI U BHUMATENIbHbI C Ka)KIbIM KJIH-
€HTOM, YmoObbl 2MOm KAUEHM 8ePHYIICS CHO8A U CHO8A. DTO B UX UHTEpECAX, MOCKOJIbKY, BO3BpPa-
11asiCh, KIIMEHT MOKYIAET €Ile YTO-T1U00, UTO MPUHOCUT MPUOBLIb U KOMIAHUH, U UM. OHH TaKxke
I0JTy4aroT CBOM KOMHCCHOHHBIE 32 TOBTOPHYIO Mpoaxy. 1 mockonbKy Bceraa jierde npojarh 4ro-
a100 TOMY, C KEM y Bac YK€ YCTaHOBWJIUCH B3aUMOOTHOLIEHHUSI, YeM TOCTOPOHHEMY, BCE COTPY/-
HUKHU BHUMATEJIbHO OTHOCSTCS K KIIMEHTaM.

Taxum 00pa3om, nonydaercs 3aMKHYTHIN KpyT. Eciiu Thl XOpOIIO OTHOCHUILIBCS K KIIMEHTaM,
OHHM XOPOUIO OTHOCATCA K Te0e. Eciiu oHM XOpo11o oTHOCATCS K Te0e, OHU OyyT MOKYNaTh OOJIbILIE.
Ecau onn OyayT nmokymarh OOJbIle, Thl 3apadoTaeiib OOJIbIIE U TOITOMY OyZIelb OTHOCUTHCS K
HUM C e1lie O0JIbITUM BHUMaHHEM.

Kpowme Toro, 31ech ectb u apyras Bbirosa. Eciiu Bbl Xopolo odpaiiaerech co CBOMMH KJIH-
€HTaMH, OHH PaCcCKaXyT 00 3TOM CBOMM JIpY3bsIM, U T€ TOXKE 3alJIIHYT K BaM. Takum 00pa3oM, Bbl
3apaboTaeTe e OOobIIe.

Xopo11o, MOXKETe cKa3aThb Bbl, IPEICTaBbTE ceOe, UTO MPOoJaBel] MOTHOCTHIO 3aHIT padboTon
CO CBOMM KJIMEHTOM U HE YCII€BaeT ONPUBETCTBOBATh BHOBb 3allle/IIET0 MOKYIaTelis. 3HaUUT JId
3TO, YTO B KOHIIE MECsIIa €ro 3apIijiaTa OKa)keTCsl MEHbIIIE TOM, KOTOPYIO OH Obl IOYYuII, €CIIH Obl
ObLT 4YyTh MEHEE BHUMATEJEH K KaxaoMmy kinueHty? Het. KnuenTs! Takoro mpoaasiia Bo3Bpaiia-
I0TCS CHOBA M CHOBa, IPUBO/IS C COOOM Jipy3ei. MbI 3HaeM 3TO HaBEpHSIKa, IOCKOJIbKY (pukcupyem
Takue JaHHble. Mbl 0OHApY KUK, YTO MPOJABLLI C CAMBIM BBICOKUM HHIEKCOM YIOBJIETBOPEH-
HocTH KimeHTa (CSI), koTopble HaWTy4IIUM 00pa3oM 3a00TATCS O CBOUX KIMEHTaX, J1OCTUTaloT
CaMbIX BBICOKHX ITOKa3arenei no oobemy npojax. {unepsl ¢ cambiM BoicokuM CSI Hanbomnee npu-
OBUIbHBI U, UTO HE MEHEE BaXKHO, JIyUllle NEPEKUBAIOT TSAXKEJIbIe BpEMEHA U KPU3UCHL. A JOIU —
WM OpraHu3aluu, — KOTOpble HEBHUMATENbHbI K CBOUM KJIMEHTaM, HE IPOIep>KaTcsl A0JTO.

OnucanHbli MeTOJ| oIjiaThl paOOThl MPOAABLIOB JeHCTBUTENbHO paboraer. Ho mHorma
ObIBaeT HEMPOCTO HAMTHU JIIOJIEH, TOTOBBIX MIPUHSTH MPEATIOKEHHE O paboTe 6e3 TBEpAOro oKiIaja:
Takasg CHUCTeMa MOPOXKJAET Y HUX YYBCTBO HEYBEPEHHOCTU. B TakoMm cilydyae Mbl NpejajaraeM
perpeccuBHyl0 cxeMmy (UKCHPOBAHHON YacTu 3apaOOTHOI IUIaThl Ha OMNpPEAETICHHBINA IMEepPHO,
Hanpumep 90 nueit. Paboraer 3To Tak. B nepBbiif MecsI] Mbl BBIILLIAYUMBAEM HOBOMY COTPYAHHUKY
3apabotHyro 1wiaty B $3000 miroc Te KOMHCCHOHHBIC, KOTOphIe OH 3apabotai. Bo Bropoit mecsit
3apabotHas miara cocrasiser yxe $2000 ruroc komuccuonnsie. B Tpetuit — $1000 miroc komuc-
cuoHHble. HaunHas ¢ yerBeproro Mecsia 3apaboTHasl I1aTa HOBOTO COTPYAHUKA, KaK U JH000ro
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JPYroro, COCTOUT TOJBKO M3 3apa0OTaHHBIX MM KOMHCCHOHHBIX. ECIM OH MpOj0IDKaeT 4yBCTBO-
BaTh ce0sl HEYBEPEHHO TOCIE aIaNTallMOHHOTO Tieproza B 90 THEH, TO, MOX0XKE, eMy JIyUIlIe TOHC-
KaTh JPYroe MecTo paboThl, — U TaK JICHCTBUTEIBHO HHOTIA TIPOUCXOIHT.

Hanpumep, xopommii TexHuk Ha cOopouyHoit nuHuu GM Arlington, koTopasi HAXOTUTCS
pSIIOM C HaMH, CKOpee BCEro 3apaboTaeT TaM MPOIICHTOB Ha TPHIIATh MEHBIIE, YeM 10 HaIleH
cucreme. Ho OH MOIy4YHT CBOIO OIUIATYy CO CTONPOIICGHTHOM rapaHTHe. JlJisi Takoro Tuma Jiroaen
CTaOWJIBHOCTh M PETYJIIPHOCTh 3apabOTHOM TUIaThl BaKHEE MOTEHIIMATLHON BO3MOXHOCTH 3apa-
0oTarh OOMBIIIE.

Harna »xe crcrema 0oJbliie OpUCHTHPOBAHA Ha TEX, KTO YBEPEH B CBOMX CHJIAX U MOJIAracTcst
Ha COOCTBEeHHBIE ocTKeHUs. OHa 3acTaBisIeT UX ObITh 00JIee OTBETCTBEHHBIMU, U B IIEPBYO 0YE-
peIb 110 OTHOIIEHHIO K CAMHM ce0e. DTO MMEET MOJIOKUTEIILHBIN PE3YJIbTaT — KaK JIJIsl pAOOTHHUKOB,
TaK ¥ JUISi KOMIIAHUU B TICJIOM.

Ecnu Baymarscs, To crioco0 oruiathl, IpH KOTOPOM KOMITAHUS IEITUTCS IPUOBLIBIO C COTPY/I-
HUKaMH (KOMHCCUOHHBIC, 3aBUCAIINE OT HHIUBUIYaTLHOTO WM TPYIIIIOBOTO Pe3yJibTara), Han0o-
nee apdexruBeH. Takol cmoco0 HE MPOCTO GOPMHUPYET MAPTHEPCTBO — JIFOIU JIMYHO OTBEYAIOT
3a paboTy, KOTOPYIO BHIMOIHSIOT. OHU OOJIBIIE ONIYINAIOT ceOsl HE3aBUCUMBIMHU MOJPSIINKAMU U
napTHEPaMH, HEXKEIIU COTPYIHUKAMH.

Cucrema oruiaTbl Ha OCHOBE MapTHEPCTBA TPEOyeT HECKOJIBKO 0OJ BIIMX YCHUJIMHA TPHU pa3-
pabotke. J{ns Toro uto0Obl yOoeauTbes, uTo oHa padoTtaeT 3((GEeKTUBHO U CIIPaBEAIUBO, BaM IMPH-
JIeTCs HalUTH CIIOCO0 TOACYUTATh PE3yJIbTaThl TPY/a Pa3IndHbIX cOTpynHUKOB. Ho ecnu 3To0 yna-
JIOCh CJIeNIaTh JOKTOPaM U I0PHCTaM, KOTOPBIC Yallle BCEro UMEIOT TaKyk0 CUCTEMY OIUIAThI, 3HAYUT,
C 3TUM MOXKHO CIIPaBUTHCSL.

OCHOBHBIE BBEIBOJIBI

— Ilnamume no pe3ynomamy. IlpuBsikuTEe oOIUIaTy Tpyda KaxJIOTo
COTPYIHHKAa K KOMHCCHOHHBIM, OyIb TO HWHAMBHUIYaJbHBIM WU TPYIIOBOM
pesynbrar. Benp pazyMHO, 4TO JIFOAM JOJKHBI 3apadaThiBaTh POBHO CTOJBKO,
CKOJIbKO OHM cienanu. Eciam xommanus HedhdEeKTUBHA, y Hee HET MPUOBLIH,
4TOOBI IETATHCS.

— Bce — 3nayum ece. PykoBonuTeNN OT/IEIOB, MEHEDKEPHI MOIpa3AeIeHUI
— BCE SBJISIOTCS MApTHEPAMU U JOJKHBI UMETh IMapTHEPCKYI0 CUCTEMY OILIATHhI,
a HE TOJIBKO BJIa/ICTIbIIBL.

— Takoti Mmemoo oniamvl MOMUBUPYEM KAHCO020 3A00MUMBCS O KIUeHme.
[TapTHepckas cucTema oriaThl IPUBOAUT K YITYUIIEHUIO Ka4eCTBa 00CTYKUBAHHS
knueHToB. Ecnu xouemb 3apalaTbiBaTh, Oylb JIH00€3€H C JIOABMH, KOTOpBIE
w1atsT Tede, — C KIMEHTaMU.
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VI. PykoBoguTtenb — MO KOMMaHUMU

MNaBa 21
Bbl He MOXeTe NPUTBOPATLCSA

MecroumeHnue «s1» HEyMECTHO, KOTJIa peub UJIET O HallleM Ou3Hece, — BCe, YTO MBI JIeacM,
JIOCTUTAETCS] KOMAH/IHBIMU yCcuIusiMU. Ho TIpu 3TOM B Ka)K710¥ OpraHu3aliuy pyKOBOAUTEIb 10J-
JKEH UATH Ha mar Bnepeau. OH J0KEH TPUBOIUTH KOMIAHUIO K ycrexy. OH o0ecreunBaeT mpu-
OBUTBHYIO paboTy, co3aaeT pabouyre MecTa M J0OMBAETCs, YTOObI paOOTHUKH TOPIMIIUCH CBOEH
KOMIIaHHEU. ECli OH 3TOro He AenaeT — HUKTO HE MOWAET 3a HUM. BinacTe MeHeIKkepa OCHOBBIBA-
€TCs Ha TOM, 4eM | Kak oH ynpasisieT. Kak ckazan [Tutep Hpyxkep: «JIunepctBo — 310 3 dhekTnB-
HOCTBY.

Ecnu BBI 60CC, BBI HE MOKETE PUTBOPATHCS. JINOO BBI BEPUTE B 11€JIH, KOTOPHIE YCTAHABIIH-
Baere, 0o HeT. Eciu HeT, oueHb CKOpO 3TO CTaHET SBHBIM. BO-mepBbIX, IPUTBOPCTBO TpeOyeT
CJIMIIIKOM OOJIBIINX YCUIIUUA. BO-BTOPBIX, COTPYAHUKN HAOIIOAAIOT 32 CBOMM JIUJIEPOM OUYEHB TIPH-
CTaJIbHO, M B TAKOW CUTYallMH OYCHB CI0KHO (DaTbCUPUITUPOBATh YyBCTBA U OTHOIIICHUE.

CTouT BallMM COTPYJAHHKAM 3aMETHTh, YTO Bbl CaMH O€3pa3JIMUHbI K 1EJIsIM, KOTOphIE yCTa-
HaBJIMBACTE — HAIIPUMEP, BBl TOBOPHUTE, YTO BCETIIA CIICIYET OBITh YECTHBIM C KIMCHTOM, a OJTHA-
Kbl CaMU MPOJIEMOHCTPUPOBAJIA HEUECTHOE OTHOIICHHUE, — Bce KOHUEeHO. OHU MEpeCcTaHyT clie-
JIOBaTh BAIIIMM JIO3yHTaM, IOTOMY YTO BUJISIT, UYTO BbI CAMH HE CIIEyETE UM.

Ecnu 310 ciyuntest, Bce mapaaabie (uiard ¥ peKiIaMHbIE POJIMKA MUPa HE CMOTYT U3MEHUTH
cuTyanuu. Bl HUKOTIa HE IOCTUTHETE CBOECH IICJIH.

Jlaxke ecnu JIONM 3HAIOT, KAK MM CJIEJIOBANIO OBl MOCTYIAaTh, HHOTJA OHU
3a0BbIBAtOT 00 3TOM. BOT mouemMy OHM MocenaroT MePKOBb KaK0€ BOCKPECEHBE.

HNmenno IMO5TOMY Bbl KaK Ha CJI0OBaX, TaK W Ha [ACJIIC OOJDKHbBI
PEryIsipHO HAIIOMUHATD JITOASAM, YTO ABJIACTCA UCTUHHBIMHA ICHHOCTSAMU B Bamiei
OpraHu3aLuu.

KOpOTKaSI HUCTOpUA HA OTY TEMY. 51 6bL1 B OTBhC31C, KOI'la MbI OTKPBIBAJIM HAIIl ABTOLCHTP
Lexus. M»I Kojiecuiu OT paccBe€Ta O0 3aKarda, HO K HOYH s BCPHYJICS B I'OPOA. Pa601me, KOTOPBIC
caIc pa60TaJm HaJa KaKUMU-TO ACTAJISIMU HAIICTO 31aHU, OCTABUIIN IICPEA HUM ITYyCTBIC KOpO6KI/I 151
6YM8.)KHBI€ CTaKaHbI. S BBIIIEI U3 MAIIMHBI M Hadajl CO6I/IpaTI> MYyCOpP, OY€Hb CKOPO KO MHE ITPHUCO-
CANHWINCH [IBa MPOJAaBLid, XOTb I U HC IIPOCHUIT UX 00 stoMm. IToka MBI 3aHUMAITHCH Y60pKOﬁ, OIHUH
n3 napHeﬁ CKasaJ: «3HaeTe, 9TO MOAPAAIUKH OCTAaBUIIN 3ACCH TAKYRO I'DA3b». A g orBetnin: «Mm
BCC PaBHO, @ HAM HCT — 3TO Halll 1OM, Mbl U TOJI?KHbBI 3a00THTBCS O €TI0 YHUCTOTEH.

Bamm COTPYAHUKU NOJI?KHBI CJIBINIATD HOI[O6HLIC cimoBa. OHu JOJIDKHBI BUJICTH, KaK BbI coou-
pacTe MyCOp Ha IapKOBKC WJIKM HECCTC IITO-HI/I6y,ZU: B MAIlIMHY KJIMCHTA, [IOMOT'asd EMY. 910 CIAHNH-
CTBEHHBIMN nyTb O0OBSIBUTH U noAACpKMBaTh ICHHOCTU B Ballleil komnanuu. IMeHHo IMO3TOMY MBI
MHUIIEM B HAIlIUX I/IHCI)OpMaI_[I/IOHHHX OIOJUIETCHSX O TEX COTPYAHUKAX, KOTOPBIC IJIOXO 3a00TATCS
0 KIIMCHTAaX; 1 UMCHHO IMO3TOMY MbI TaK MHOT'O TOBOPHUM O TE€X COTPYAHUKAX, KOTOPBIC ABJIAIOTCA
JIyUlIIUMHU.

HOBTOpSIH Hallly ICHHOCTHU CHOBAa M CHOBA, MBI HeﬁCTByeM TaK K€, KaK U ICPKOBb, B KOTOPYIO
CIKCHCACIILHO XOIAT €€ MPUXOKaAHEC. BE1 HEe MOXKeTe OmHaXKObI MpovICCThb bubnuio u HCOTCTYIIHO
CJICAOBATh BCEMY, UTO B HEH U3I0KEHO. I[axce C€CJIN BBl 3HACTC XPUCTUAHCKHUE 3alIOBCIN, MHOT' 1A BbI
O HUX 3a6LIBaeTe; N IIO3TOMY XOAUTE B HEPKOBb KaKAOC BOCKPECCHLC — YTOOBI IOMHUT. HOBTOMy
7K€ MbI HCYCTAHHO IMOBTOPAEM BCC TO, BO YTO MbI BEpUM, U IIPA3JHYEM, KOI'ld HaM YJIA€TCA JOCTUYb
OOHOM M3 HAIIUX ueneﬁ, — yTOOBI HAIIOMHHUTH O HUX CaMUM ceOe.
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Teneps nepeiiieM K He MEHEE HHTEPECHOMY BOIIPOCY: CKOJIBKO IIeNiel JOHKHO OBITh yCTa-
HOBJIEHO? MHOTHE CYMTAIOT, YTO OJIHOM BIIOJIHE IOCTATOYHO: KOT/IA IIENIb OJJHA, BCE KOHIIEHTPUPY-
IOTCSl Ha €€ JIOCTM)KEHUH, HUKTO He 3a00TUTCS 0 MEHee CYIIECTBEHHBIX Bellax, a 3HAYMT, MPOILe
BBIINOJIHUTH HAMEUEHHOE.

Ho, X0Ts 3TO 3By4HT XOpOIIIO, 3TO HENMPaBWIbHO. BBl MOXKeTe ckaszarh, YTO Hallla IeJIb —
BBHITIOJIHEHHUE KaueCTBEHHOUW paboThl Oe3 mepezenok. Ho B To ke BpeMs Mbl XOTHUM, 4TOOBI HaIlK
COTPYIHUKHU ObLITM BEXKJIMBBI [0 OTHOILIEHUIO K KJIMeHTaM. U elre xxenaem, 4ToObl Hatll 0UC U IPU-
Ha/JIeXKalas Ham TeppuTopus ObutH B 6e3yrpeuHoM nopsiake. Kpome Toro, Mbl 0KUAa€M, 4TO BbI
XOPOIIIO OTHOCUTECH K CBOMM KoJuteram. [ITroc ko Bcemy MbI XOTeIu Obl TIOJy4HUTh MPUOBLIL. Bee
9TO MOXKHO CUUTATh HeJsIMH. M Bce OHM oYeHb BakHBI. [IpOCTO CKOHIIEHTPUPOBATHCS HA KAKOM-
TO OIHOU U3 HUX HEOOCTATOUYHO!

OpHako c pacuiMpeHueM NepedHs 1efiell Hajo ObITh OCTOPOXKHBIM. Bbl MOkeTe meperpy-
3UTh BalllMX COTPYJHUKOB KOJMYECTBOM HMH(OpMalUU A pasMbliieHus. Bo3MoxHO, 1IeCTb-
ceMb 1enei — npeaen. O4eHb HeMPOCTO MOMHUTD O TIOTY/AI0KMHE BaXKHBIX Belllel OAHOBPEMEHHO.

Ho ckomnbko ObI 11e71e# BB HU HAMETUIIN, OJJHY WJIH IIECTh, €IMHCTBEHHBINA CIIOCO0 JOOUTHCS
KEJIaeMOTr0 — MOCTOSTHHO HAIIOMUHATB O TOM, YTO BBl COOMPAETECH JIeaTh U [OYEMY, a TAK¥KE MPH-
BOJIUTH MPUMEPHI, KOTJa Bbl JOOMINCH HEOOXOAUMBIX PE3YIBTATOB.

Mp1 kak pa3 HaOmroaeM Takoi nmpumep B Jlamnace. Mbl ipogaiu 00JbIIoe KOJIMYECTBO aBTO-
MoOusieit Ha (hoHe oOlIel CTarHaluy U BBIOJHUIM MHOTO PEMOHTHBIX padoT, B TO BpeMs Kak y
HAIlIUX KOHKYPEHTOB ObLIT KPU3KC.

W s He ycTaro HallOMUHATh O HAIIMX IEsX cHoBa U cHoBa. (IIpuuem s nenaro 3To HE HA
coOpaHMsIX, a MPEANOYNTAIO0 Pa3rOBapUBaTh C JIOIBMHU OWH HA OAWH. B 3TOM ciyyae BHUMaHUeE
YeJI0BEKa IMOJTHOCThIO CKOHIIGHTPHUPOBAHO Ha TOM, YTO sl TOBOPIO.) B pasroBope ¢ mpoaaBIiom, Tex-
HUYECKUM PAOOTHHUKOM MJTU MEHEIKEPOM S ITOUYCPKHUBALO, UTO UM Y/IaeTCsl 3apadaThiBaTh ACHBIH,
B TO BpeMsl KaK IpyTre aBTOLIEHTPHI CTPAHBI B TSKEIOM MOJI0KESHUU WITH JIaXKe BBIXOJIST U3 OM3Heca.

[Tozxe, 3a 006e10M, OHH 0OCYKJAIOT CO CBOMMU KOJIJIETaMH, KaK UM Y/IaeTCsl OCTaBaThCs MPU
paboTe, MPUTOM UTO COTPYAHHUKH JPYTUX aBTOLIEHTPOB BBIHYKJEHBI UCKaTh ceOe Apyroe npucTa-
Hute. M kto-aHubyap 00s3aTenbHO cKaxkeT: «3HaeTe, a ChIodIIT MPOI0IKAET YTBEPKAATh, YTO HAaM
yaaeTcs 3apadaThIBaTh TOJBKO 3a CYET XOPOIIEro KIIMEHTCKOTO CEPBUCA, U 51 TyMaro, 4TO OH TIPaB.
B npyrux mectax He 04€Hb-TO 3a00THIIMCH O CBOMX KIIMEHTaX.

Korna Bamm coTpyIHUKY HECYT M PACHPOCTPAHSIOT BalllM UJEH — 3TO CaMblil 3((heKTUBHBII
CI10Cc00.

S Buzen, Kak MEXaHUKH MO0 K HOBOMY COTPYIHUKY U IOXOAYMBO OOBSICHUITH, KaK 3/1€Ch
nenaercs 6usHec. DTOT MapeHb cOOMpacs BBICTABUTH KIMEHTY CUET 3a JIBa 4aca paboThl, XOTs
noJioMKa TpeboBaia He Oosee mojyyaca Ha ee ycTpaHeHue. /[Boe uim Tpoe TEXHUKOB MOJIOILIH K
HEMY M CKa3ajH: «3/1eCh TaK He MOCTYMAIOT, HE MBITACA XUTPUTh C KIMEHTaMU». B HeCKONbKHUX
CIIy4asiX JOXOJHJIO JI0 TOTO, YTO PaOOTHHUKH CEPBUCA BBIHYXKJAIH TeX, KTO IJIOXO oOpamiaics ¢
KIIUEHTOM, YBOJMUTHCS. OHU MPOCTO JIENau UX KU3Hb HEBBIHOCUMOM.

Bnavane HeKOTOpbIE COTPYIHUKH MOTYT MBITATHCS OOXOAUTH HAIIM MPUHIIUIIBI, IOTOMY YTO
UM Ka)XeTCsl, UYTO OHU TpeOyIOT OT HUX OoJiee HanmpsbKeHHOM padoTel. HO B IeHCTBUTENBHOCTH, B
JOJITOCPOYHOM MepCHeKTUBe, paboTaTh CTAHOBUTCSA ropas3io npoiie. HUKTo He cTouT Haj Aynion
U HE MWINT TeOs 3a IJIOXO BBINOJIHEHHYIO padOTy — MOTOMY YTO Thl HUKOTJA HE JENacllb CBOIO
paboTy II0XO.

OCHOBHBIE BBEIBOJIBI

— IIpumume pewenue 6vimv yywUMy. YCTAaHOBUTE CBOM II€JIM HA CaAMOM
BBICOKOM YPOBHE; €CJIM Bbl PACCUMTHIBAETE Ha OoJiblliee, Bbl M JOCTHTHETE
OoJIBIIIETO.

— bocc oonorcen 6bimo npumepom. JIngep He MOKET TOJIBKO MPOIIOBEI0BATS.
OHn nmoykeH moxasarh npumMep. JlnaepcTtBo — 31o 3 dexruBHOCTh. Ecnu ogHa u3
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BaIllUX LeJIel — Oe3ynpeyHast YMCTOTa M Bbl HE cOOMpaeTe Mycop Ha MapKOBKE,
KOTJ[a BUJIUTE €r0 TaM, HE OKUAANWTE, YTO KTO-HUOY/Ib M3 BALIMX COTPYIHHKOB
OyzeT nenarhb 3T0.

— IIpasounyiime céou ycnexu. IT0 yCUIUT BaXXHOCTh TOTO, BO YTO BbI BEPUTE.
T'oBopuTe 0 BalIMX LEHHOCTAX M LEIAX peryiaspHo. Yamie ynoMHUHaWTe UMEHa
JofIeH, KOTOpbIe MPEBOCXOAAT cTaHaapThl. U 3Ta nHdopManus OyaeT ycibliaHa.
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VIl. BaxHa Kaxnasa getanb

maBa 22
NMpopaxa aomnxHa ObITb TeaTpom

S mobimo Temarnueckue napku J{ucnes. OHu Oe3ynpeuns! B Kaxoil aeranu. Hanpumep,
TaM TaKUM 00pa30M MOJICTPUTAIOT KYCThI, YTO OHH CTAHOBSITCS TOXOXKH HA TE€POEB MYJIBT(QHIEMOB
— Muxkku-Mayca, /lam60 u npyrux. Mbl Bcerza ep»um B rojioBe oOpa3 napkoB ummnepuu Jluches,
KOIZIa pellaeM, Kak JOJKHBI BBINIAETh HAIIM Mara3uHbl. BOKpyr HallMx HEHTPOB TpaBa BCErna
THIATEJIBHO MOJICTPUKEHA ¥ HET HU OJHOI'O HEYXOXKEHHOIO JepeBla. Mbpl BHUMATENIBHO CIEIUM
3a TeM, 4TOOBI BCE HAIIM 37aHUs ObUTM aKKypaTHO MOKpaIleHbl. MBI Jake CreUalbHO KyTIHIH
yOOpOUHYI0 MallliHy, KOTOpasi MOET TPOTyap Mepesl Halled TeppUuTOpHUeil.

[Touemy MBI yziensiem 3ToMy CTOJIbKO BHUMaHUs? [IpocTo MBI XOTHUM €O37aTh ONPEEIEHHYIO
arMocdepy s HalIMX MOKyTNaTesied U COTPYIHUKOB. To, KaK Mbl OTHOCUMCS K Halllell TeppUTO-
puH, TOBOPUT O TOM, KaK Mbl OTHOCHMCS K HAallUM KJIMEHTaM U pabOTHHUKaM, KaKue LEHHOCTH
UCIIOBEAYEM, a KPOME TOT0, [IOMOIaeT HaM ONPEIEIUTh CBOUX LICJIEBBIX KIIMEHTOB. MBI cunTaeM,
YTO OOJIbIIEH YaCTH JIFOAEH HPABUTCS UMETH JEJI0 C TEM, KTO 3a00TUTCS O IIBETaX U JEPEBbIX Ha
CBOEM y4acTKe.

Jlenas Tak, Mbl JaeM CUTHAI: «DTO MECTO OTIIMYAETCs OT Apyrux». Hair aBroneHTp He u3
TeX, rJe paboTaroT mapHu 63 KOMIIEKCOB M MaHep. MBI XOTUM, YTOOBI KITMEHTHI BUACITH, YTO MBI
IIPUATHBIE JIFOAU U C HAMU PUATHO UMETH JEIO.

OTO MpaBWJIO OTHOCHUTCSI KO BCEM HAIMM LIEHTpaM, BHE 3aBHCHMOCTH OT MPOJABAEMbIX
Mapok. OJIMH U3 HUX MPOJAET «XEHIai» — caMyl0 HeJIOPOTYI0 MapKy B HAllleH JTUHEHKE, IpyTue —
«Kannnnax» wnn «Jlekcycy. 1 Be3ne Mbl yriensieM oueHb 00JIbI10€ BHUMAaHKUE AETAISAM, XOTS CaMu
JleTajau Bce BpeMs pasHble. Tak, nponasas «Kaguwutaku», Mbl cTapaeMcs akLIECHTUPOBaTb BHUMa-
HHE Ha pockomu 1 koMpopre. «Kanummaky — 3To Jrydmiee, 4TO MOKHO KYITUTb.

Kakue Obl ycayru Bl HM OKa3bIBajM, qo0eireck «Bay-addexra». Uro-To
JIOJDKHO BIEYATIINTh KIIMEHTA TaK, YTOOBI OH MOHSUT, HACKOJIBKO Bbl BHUMATEIbHBI
K JICTaJISIM.

Jlu3aifHepoM HalMX MHTephepoB Obula Tpuila YUICOH, KEHIIMHA, KOTOpas co3/ajja UHTe-
pbephI CaMbIX KpPAaCUBBIX B MUpE OoTelei, Takux kak St. Andrew's B lllomianauu u Tpu 1pyrux Ha
teppuropun Disney World Bo @pannuu u Broadmoor B Konopano-Crnpunre.

PaboTy ¢ HaMu OHa Ha4aja ¢ TOro, YTO MOBECUIJIAa TPU OTPOMHBIX KaHAes10pa U JONOIHUIIA
UX ITPEKpacHBIMU 1yOOBBIMU AHEISIMU BO BCEM 37aHUU. Best Me0erb — KpacHoro JiepeBa, a 00MBKa
— KoXaHasl. 1 He TOJIbKO TIOTOMY, YTO 3TO BBIIIIUT pecliekTadenbHee U KoM(pOpTHEe, — MbI TAKXkKe
OTKPBUIH 1151 ce0s, YTO Takas Mebenb ropasio 6osee NpovHasi.

Bce 3T0 3By4HT JOBOJBHO MPOCTO, HO HAIIM CAMOCTOSITEIbHbIE MOMBITKU CJIEJIaTh YTO-TO
C MHTEpPhEPOM HE YBEHUAIMCh ycrexoM. [IepBblif CBOI JeMOHCTPALMOHHBIN 3a11 Mbl 0OPMIISIIN
caMM, M KJIMEHThl TOBOPWIM HAaM, YTO BBINIJUT OH HECKOJIBKO JJOMOPOLIEHHO (0COOEHHO UM He
NPUILIKCH 110 BKYCYy Hallla IJIACTUKOBas MeOeIb M XpOMHpOBaHHbIe cTobl). PaboTa npodeccuo-
HaJla MOTPSICAIOLIE OTIINYAETCS, U B IUCTBUTEIBHOCTH 3TO HE CTOWJIO HaM OOJIbIlIe, IOTOMY YTO
CHJIBHO COKOHOMMJIO Hallle BpeMsl U 0Ka3aJoCh IOpa3zio MPOYHEe U HaJIeKHEe.

CeronHs B IIEHTpE HALIETO JEMOHCTPAIIMOHHOTO 3aJla CTOUT CTOJ, @ HA HEM OTPOMHas Basa
C J)KUBBIMHU L[BETaMM. JTO UAES MOEH KEHbI, 32 KOTOPYIO 51 el oueHb OiarogapeH. OHaX bl MBI €
erru yxunamu B Heto-Hopxke B pecropane La Grenouille, 1 oHa 06paTuia BHUMaHKE, UTO TaM

BE311€ ObLIH PacCCTaBJICHBI JKUBBIC LIBCTHI, UTO ACJIAJIO O6CTaHOBKy 3JIETaHTHOHN U B TO K€ BpeMA
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Teruion u gomamiHel. [lerru ckaszana MHe, YTO €CIM Mbl OyJIeM HCIOJIb30BaTh JKUBbIC IIBETHI B
HAIIUX JJIEMOHCTPAIIMOHHBIX 3aJ1aX, TO, BEPOATHO, OJTYUYUM TOT ke 3 dekt, — u Obuta npasa. C Tex
MOp Y HAC BCET/A KUBBIC [[BETHI.

Kosep npencrapnsieT coboii BeITKaHHYIO repanbauky Cadillac B HECKONBKO CIIaKEHHBIX, HO
y3HABaeMBIX JIMHUAX. B ohopMiIeHNH MBI HCTIONIBb3YeM CIIOKOMHBIE IIBETA: HEKHO-TOITYOOH U CIIOo-
HOBOM kocTH. M HUKakux kpuyamux Hajanucei B okHax: « PACITPOJJAXKA!!!».

Hexoropsie cuntaroT, 4to, 0(hopMIIsisi CBOM aBTOLEHTPHI TAKUM 00pa3oM, Mbl TE€psieM HEKO-
TOpBIE BO3MOKHOCTH. MBI HE HCIIOJIb3YEM OIPOMHBIX IJIAKaTOB ¢ HH(OpMAIEi 0 TOM, YTO Mpe-
JaraeM KpeauT Bcero B 2,9 % Ha 3TOW HeJele WK YTO CerofHs MpoAaeTcs Kakas-To 0COOeHHas
mamuHa. Ho eciu Bcero 3Toro He JOHOCSAT 70 MOTEHIIMAIBLHOTO MOKyHaTess MPOAaBIlbl — 3TO HE
OYEHb YMHO.

Jls GonpIIMHCTBA JTFO/IEH TOpa3o BaykHee Terias u KoMmpopTHas 00cTaHOBKa MOKyNKU. Eiie
pa3 MoAYepKHY: HAIllM KIMEHTHI O4€Hb LIEHAT aTMOC(epy, B KOTOPOl OHU MOTYT 4yBCTBOBATh ceOs
Kak joma. Bbl MOXkeTe MpocienTh 3TO 10 UX BEIOOPY pecTopaHoB u otenel. B Bel-Air unu Turtle
Creek BbI He BCTpPETUTE pa3pUCOBAHHBIX BUTPHUH CO «CHEIHATBHBIMU MpeiiokeHusaMu 10 21.00»,
TaK k€ KaK U JOCKU C «CETOIHSAUIHUM IPEeUIOKEHUEM». DTH PECTOPaHbl 3aJJal0T APYroi TOH; TO
e JIeIaeM U MBI.

[To anamoruu MbI co3ajiy IPUMEPHO Ty ke atMocdepy u B aprouieHTpe Hyundai, rae cro-
MMOCTb MAIlIMHBI €/1Ba JIM COCTaBIsIET YeTBepTh LeHbl «Kamminakay unun «Jlekcyca», — 1 Hamm
noKymnatensM y Hac HpaBuTcs! KoHeuHo, eCTh HEKOTOphIE OTIUYHS: TOCKOJIbKY «XeHaai» 0obiie
CKJIOHHBI PUOOPETATh MOJIOJIbIE JIFOJIU, MBI HE UCIIONB3YEeM 3/1eCh KaHena0pOB, AU3aiiH OImKe K
HaMpaBJICHHIO Xali-TeK — HO aTMocdepa Takas ske Teruiast ¥ fomaiiHss. M ToH, ¥ CTUIIb HaXOASTCs B
TapMOHHH C TEM, YTO MBI IpojiaeM. TeppuTopusi Toxxe B 0e3ypedHOM HOPSAKE, UyAeCHBIC 3eTICHbIC
JTyKaiKu rmepes BXOI0OM, MHOXKECTBO IIBETOB, U HET KpUYalllell peKIamMbl 10 BCEMY BBICTABOYHOMY
3ally U 3a ero mpeaenaMu. Takoil moaxoJ onpasaan cedst U 37eCh — MPOJaKU U MPUObUIL JaBHO
MPEBBIIIAIOT 3aIJTAHUPOBAHHBIE.

B cBoux aBTOLIEHTpax MBI cTapaeMcsi u30erarth AaBsiiel ToproBoii armocdepsl. Y Hac Bam
BCEr/a NpeioXkaT Yyalleyky Xopoiero kode, u Mbl Jaxke JTOTOBOPHIIUCH C MECTHBIM PECTOPAHOM
00 OTKpBITHH HEOOJIBIIOTO (uHana psaoM ¢ HamuM aBrorieHTpoM Cadillac. Takum o6pa3om, Bbl
MOYKETE MEPEeKYCUTh, MOKa JKJETe CBOM aBTOMOOWIIb, /1a M HAIIUM COTPYAHHKAM HE MPUXOIUTCS
MUTAThCS PA3MOPOKEHHOW B MUKPOBOJIHOBKE MHUIICH.

Hama unes co3manus xopomieil atMochepsl pacipoCTpaHsSeTcs Ha BCE MOApa3IeNICHUSsI.
AKKypaTHOCTb BO BceM. Bce mosibl TIaTeIbHO MOKOT KaX/Iblil BeUep; Y Hac 1a)Ke €CTh BaKyyMHBIN
PYKaB, MOJICOCTUHEHHBIN K JaTYMKY B PEMOHTHOW MacTepCKOii, — OH U30aBIseT HAC OT MbLIH eIlle
JI0 TOTO, KaK Ta yCIIeBaeT CECTh Ha MOJL.

Korna norpeOuTenb BUTUT Hallly CBEPKAIONIYIO BEIUUIICHHYIO MACTEPCKYIO, OH AyMaeT: «A
MOXAaJyH, 3TOT aBTOCEPBUC BBIMISIUT HECKOIBKO MHAUE, YeM JIpyTrHe. 3/1ech Jtoau Oonblie 3a00-
TATCSL O CBOEM pabodyeM MecTe, U OHH, MOX0XkKe, OyayT Oojiee akKKypaTHBI C MOEH MAIlIWHOM.

Korna Bl Hamepensl npuodpectu «Kagunnak» unu «Jlekcyc», MalimHy cBOEil MEUTHI, BB
OXKHUJaeTe, uTo ATO OyAeT OYeHb 3aroMUHaroIIeecs: coobiThe. i HEKOTOPBIX JIFoIeH mprodpecTr
HOBYIO POCKOIIIHYIO MAIlIMHY — BCE PaBHO YTO KyNHUTh OyXaHKy XJieba Ha yxuH. Ho Bce-Taku Takux
HemHoTo. J[i1st GonpmHcTBa okymka B $30 000 — 40 000 siBisiercst cepbe3HbIM coObITHEM. YacTo
JM UM TPUXOJUTCSI pACCTaBaThCs C TaKOM CyMMOi JieHer? Mbl JOKHBI IOMHHUTb, YTO, XOTS MbI
U TIpojiaeM 25 HOBBIX MAlllMH B JIEHb, Ui KIMEHTA MOe3/IKa JOMOM B OHOM M3 HUX — OIPOM HOE
coObITHE.

[Tponaxu 1OMKHBI OBITH MPECTABICHUEM, TEATPOM. MBI XOTUM, YTOOBI HAIITK TOTPEOUTETN
BCTpEYaJId CBOM MAIIMHbBI B TAKOM OOCTAaHOBKE M OKPY>KEHUH, UTOOBI IyX 3aXBaThiBasio. Mebenb,
npUcrocoONIeHns, CBET — KaXKaast JeTallb I0JKHA BHOCUTBH CBOM BKJIaJ1 B 3TO He3a0bIBaeMOE 1Moce-
HICHHUE.
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BakHa 1eMCTBUTENBHO KaXKIasl I€TaIb. ITO KAaCAETCs JIaXKe TEX MECT, B KOTOpbIE IOTpeOu-
TeNb TPATUIIMOHHO He JonyckaeTcs. Hanpumep, B cagone Lexus y Hac eCTb OrpOMHOE OKHO, KOTO-
poe MO3BOJISIET KJIMEHTY BUAETh PEMOHTHYIO 30HY. JItoasiM HpaBuTCs HaOMIOAATh 3a TEM, Kak Apy-
rue paboTaroT; K TOMY e 3TO U HeOOJIBIIION JOMOTHUTEIBHBIA KOHTPOJIb 32 BceMHu HaMHu. Kpome
TOTO, TAKOE OKHO TOBOPHT MOTPEOUTEIIO, YTO MBI TOPJIUMCS CBOMMHU MOMEIICHUSIMU B PabOTOM,
KOTOPYIO JIeJaeM, U XOTUM, YTOOBI JIFOH 3TO BUJIEIIH.

HexoTopsie U3 Tydiux B CTpaHe PECTOPAHOB MOCTYMAIOT aHAIOTMYHO. JI0BOIBHO HEOOBIUHO
BUJICTh KyXHIO OTKpbITOH, a B Le Bernadin B Hbm—ﬁopxe €CTh CIelUaIbHBIA CTONUK, OTKYyAa
OTKPBIBAETCSI BUJI HA KYXHIO.

Bce 310 naet omymienue Tearpa, Tearpa npodeccruonanbHoro. M eciau nmpogomkark aHalo-
THI0, Hallla TOPTroBasi 30Ha HE YTO MHOE, KaK clieHa. MBI HCITOJIb3yeM €€, 9YTOOBI CO3/1aTh aTMochepy
¥ 337aTh TOH. MBI XOTUM, YTOOBI Y HAIIUX MOKYIMAaTeNel AyX 3aXBaThIBaslO, YTOOBI OHU, BOMIS,
roBopuiin: «O-0!» — 1 4ToOBI 3TO OBLIM BO3IIackl BocTopra. Ham cTout 60mbinx ycunuii opra-
HU30BaTh BCE TaK, YTOOBI B JICMOHCTPAIIMOHHOM 3ajie¢ OBLJIO BCE BO3MOXKHOE M IPU ITOM OH HE
BBITJISAJIEIN TIEPETIONTHEHHBIM, 8 KITUEHTHI HE CIIOTHIKAIUCh Obl IOMHUHYTHO 00 aBTOMOOWIIH.

OpHa U3 IpOCTHIX MYZAPOCTEH PO3ZHUYHOTO OM3Heca racuT: «Bel He MoXeTe mpoaaBarh C
MYCTBIX MOJOK» — MOAPA3yMeBasi, 4YTO y BacC BCETr/a JOJDKHO ObITh HECKOJIBKO €AMHMII TOBapa Ha
ckiaze. M mo cytu 310 BepHO. HO TOT (hakT, 4T0 y HAC TOCTATOYHO 3aMacoB, HE O3HAYAET, YTO BECh
TOBAp JIOJDKEH OJHOBPEMEHHO HAXOAMTHCS B BHICTAaBOYHOM 3ajie. Hy:kHO ymeTh co3maBarh CIIO-
COOCTBYIOIILYIO MTPOAAKaM KapTHHY, HE IEPETIOIHSS IOMEIIeHHE U He BHOCA Hepa3Oepuxu. BricTa-
BOYHBII 3aJ1 TOJKEH OBITh MPUSATHBIM U pacrojararoium kK cede. YtoObl yOeauTbes B TOM, YTO OH
COOTBETCTBYET ATHUM TPEOOBAHHIM, Mbl IEPUOJUUYECKU IIPOBOAUM BpEeMsl y BXO/la U CMOTPHUM Ha
HETOo IJ1a3aMU KJIMEHTA, CIIpaIInBasi ce0sl: XOUeTCs JIU CIo/Ia 3aiTH, I0CTaTOYHO JIU KOM(POPTHO OH
BeInIAUT? C XopoiuM Jii BKycoM OH caenan? He nmopa nu 3amenuts koBep? Het nu 31eck yero-
HUOYIb YK€ He CTOJIb akTyalabHOro? M HampoTuB, €CTh JIM YTO-TO, YTO BHI3OBET XKEJIAHWE TPUNTH
crofia enie pas?

MpbI X0THUM, YTOOBI KJIIMEHT MOYYBCTBOBAJ, YTO €My 37I€Ch HPaBUTCS. ITO HIMEHHO Ta peak-
1S, HA KOTOPYIO MBI pacCuuThiBaeM. MBI XOTUM MPUBIICYb BHUMAHHUE MOTPEOUTENS U BBI3BATh Y
HETO MBICITb: «JTH JIIOAN YMEIOT 3a00TUTHCS O JACTAISIX M JepKaTh Bce B mopsiake». [lepBoe, uTo
MPUBJICKAECT BHUMAHHUE MPUXOISAIIET0 K HaM MOTPEeOUTENs, — 3TO JKMBBIC IIBETHI, KAHICIAOPHI 1
JIEPEeBSIHHAS OTJICIIKA.

MoxHO 1 TIeperHyTh MayKy, UCrob3ys 3ToT noaxoa? Koneuno. Henb3st qomyckars mpo-
SIBIICHUS TTPETEHIITMO3HOCTH. MBI JJOJIKHBI OBITh YBEPEHBI, YTO TIEPCOHANT OTHOCUTCSI K IOTPEOUTE-
JISIM OYE€Hb TEIUIO U IPYKECKU U ICUCTBUTEIHHO 3a00TUTCS O HUX, — B 3TOM CJIy4ae JIIOAH He OyayT
YyBCTBOBaTh ce0sl TMCKOM(MOPTHO. HOT]a TOCETUTENH B BRICTABOYHOM 3aJI¢ ObIBAIOT HECKOJIBKO
pacTepsiHbl OT BCETo, YTO OHHM BUIAT BOKPYT. Ho eciu coTpynHUK, KOTOPBIA MOAXOAUT MO310PO-
BaThCs, PAIyIIHO MIPUBETCTBYET UX M OJAroJIapyT 3a TO, YTO OHU MPHIILIH, KIUEHTHl YyBCTBYIOT
ce0s JKeJTaHHBIMU TOCTSIMU W CKJIOHHBI IPOCTO HACTAXAAaThCsl BCEM, YTO CBSI3aHO C ATHM TOCEIIIe-
HHEM.

Bsl MOXkeTe co3maBaTh CBOKO COOCTBEHHYIO aTMOC(epy O€CUNCICHHBIM KOJTMYECTBOM METO-
noB. (JlucHeit, Hampumep, AelaeT 3TO ¢ MOMOINBI BECelbsl, MpeBpalias CTaHIapPTHBIA Ha0Op
aTTPAKIMOHOB B JIoporoi Tearp.) M momHuTe TmaBHOe: atMocdepa JoiKHA ObITh B TADMOHHH C
BaIIUM MIPOIYKTOM.

OCHOBHBIE BBEIBOJIBI

— Hwume ponv. Ucnonusiime ponv. To, Kak BBIVIAUT Ball OW3HEC,
OTpakaeT Ballld LEHHOCTH M co3daeT UMWIK. Eciu BBl mpojaere noporue
aBTOMOOWIIH, Balll Mara3uH JAOJDKEH BBINIIAIETh TaK XK€ JOPOTO U PECHeKTa0eNbHO.
DTO HE 3HAYUT, YTO OH JIOJKEH OTIYTHMBAaTh CBOEH JOPOTOBH3HOM, MPOCTO OH
JOJDKEH OBITh CIeNIaH C XOPOIIMM BKYCOM U 33/1aBaTh COOTBETCTBYIOIIMM TOH U
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armocepy. Bamemy KIueHTY 3TO MOHPABUTCS, U 3TO HEHABSI3YHBO IMOJCKAKET
BaIllUM COTPYAHHMKAM, KaK OHH JIOJKHBI cebs BecTu (a 6occy — Kak OH JOJKEH
OTHOCHUTBCS K CBOUM MOJUMHEHHBIM).

— Ecnu 6v1 He Ouzatinep, Haimume npogeccuonanra. IT0 COKOHOMUT Bam
BpEMS U ICHBIH.

— Hobpo noorcanosams k nam oomou. CaMblii TpocToil croco® 3aaaTh
MpaBWIBHBIL TOH M arMocdepy — OTHOCHUTBHCS K CBOeMy OH3HECYy Kak K
COOCTBEHHOMY JI0MY. BBl 2ke npurnaiaere apy3eil 1 cocelield, 1 BaM XOTeNO0Ch Obl,
YTOOBI OHU YYBCTBOBAIH c€0s1 KOM(POPTHO.

— [lomnume, onu naamam u 3a woy. Jlekopauuu U AeTaad O4eHb BAKHBI
JUIS co3aHus aTMocdepsl Tearpa, HO Mpojiaka — FBO3/b MpeAcTaBleHus. B koHIle
KOHIIOB, HET MPUOBUTH — HET OM3HECA.
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aBa 23
Bawa mama 6bina npaBa: MaHepbl
AENCTBUTENIbHO O4YeHb BaXHbl

Mks1 Benem ce0s BeXIJINBO. MBI cTapacMCad OTHOCHUTLCA K JIIOAAM — HAIIUM KIIMCHTaM H
COTPYAHUKAM — TaK K€, KaK Mbl OTHOCHUMCS K HAllIUM OJIH3KHM: ACTAM, POAUTCIIAM, CYIIpyIraM UJIN
APY3biIM.

Tak MHOTO BOJIIIEOHBIX BO3MOKHOCTEH KpOCTCA B UCITIOJTHCHHUU 3TOI'0 «30JIOTOI'O ITpaBUJIa».
Fopa3ﬂo HprITHefI BBIXOAUTH Ky,Ha-HI/I6y,Z[B Ha Y>XXWUH, HC OIlaCasiCh, YTO JIFOAU HAYHYT Ha6pac51—
BaThCs Ha TeOS C KaTo0aMu. HaHpOTI/IB, OHH, JOBOJIBHBIC, 6y,I[yT MOAXOJUTh CO clioBaMHM: «Bamu
COTPYAHUKHU TaK TCIJIO K HaM OTHECJIMCb, HAM OYCHb IIPUATHO UMCTh C BAMU ACII0.

Takoe mnomoxeHHe BCH_[eﬁ ACJ1acT pa60Ty MNPUATHBIM 3aHATUCM. KOH(i)J'II/IKTOB ropasgo
MCHBIIC, TIOTOMY YTO HAllX KIMCHTBI JIr00sT Hac. Tel MNpUXoduIlb HAa pa60Ty BCTPCUATHCA C APY-
3bsJIMU, a HEC 60p0TbCH C BparamMu.

9TO0 TaKkKe ropasao HpI/I6BIJ'IBHee. B ,I[OHFOCpO‘lHOﬁ ICPCIICKTUBEC CO3/IaHNC HpHHTHOﬁ aTMoO-
C(l)epbl BCACT K 0oJiee BLICOKUM npoaaxaM U HU3KUM HU3ICPIKKaAM.

Ecnu BB XOTHTEC, YTOOBI BaIlIU INOAYMHCHHBIC OBUIH BEXKJIMBEI U JTFOOE3HEI C
KIIMCHTaMH, 6y,Z[I>TC BCXJIMBBI C HUMH.

MHoecTBO JieTanei moMoraeT co3arh Takyo armocgepy. Hanpumep, korna KIMEHT npu-
XOIUT 3a0HMpaTh CBOIO MAIIMHY, €T0 BCTPEYAIOT, OTKPHIBAIOT €My JIBEpPh U TOBOPAT: «Cracubo 3a
Balll BU3UT, MBI OY€Hb IIEHUM, YTO BBl OOpaTHINCHh K Ham». Korma oH omiadynBaeT cyeT, KacChp
JApUT eMy MaJICHBKYIO IUTUTOYKY IIOKOJIa/1a — MPOCTO U3 OmarogapHocTH. (Besyeckue cnamgocTu
MOMOTAIOT C(OPMHUPOBATH MPUATHOE OTHOIIECHHE; TAK )K€ IMOCTYNAIOT B OTEJSAX, OCTABIISS IIIOKO-
JaJ] Ha TOYIIKE. )

Ecmu MBI XO0THM, 94TOOBI HAIll IEPCOHAI OTHOCHIICS K KIIMEHTY BEXKJIMBO U C YBAKCHUEM, MBI
00s13aHBI OTHOCHUTHCS K COTPYIHHUKAM Tak xe. Hanpumep, y Hac He MPUHSITO IMOBBIIIATH TOJIOC HA
KIIMEHTa ¥ TOYHO TaK K€ HE MPUHATO KpUYaTh HA MOAYMHEHHBIX. YBAKUTEIFHOE OTHOIIEHHE K
MTOJTYMHEHHBIM BOBCE HE CBUJICTEIILCTBYET O Balllel CI1a00CTH: MOKHO OBITH TBEPABIM, HO HE TPY-
ObIM. J111 TOro 4TOOBI JOOUTHCS OT YENIOBEKA BHINOJHEHMSI KAaKUX-JTMOO0 3a/1a4, He HY>)KHO pyrarb
ero. MbI mpocuM BeXIUBO. Ecim 3TOro JUIst Hero HeOCTaTOYHO, MBI HaiiieM Ipyroro, Ha KOTO-
poro 3ToT MeToz AeicTByeT. [locie Toro kak 3To MPOU30HAET JBAXK/IbI, U1 OCTAIbHBIX 3TO OyIeT
JIOCTaTOYHBIM YPOKOM.

Ecmm MBI mbITaeMcst co3maTh yCHENIHBINH OM3HEC, MBI JOJDKHBI HAYYUTHCS OTHOCHUTBCS K
JFOJISIM TaK, Kak HaM ObI XOTEJI0Ch, YTOOBI OTHOCWIHCH K HaM. Benp Hamm «Kannmmakuy u «Jlek-
CYCBD» HIYEM HE OTIMYAIOTCS OT TAKUX YK€ MAIIHMH B IPYyTOM aBTOLEHTPE, ¥ €MHCTBEHHBIN CTIOCO0
100aBUTH ce0e KaKyl0-TO IIEHHOCTh B TJIa3aX KIMEHTa — 3TO U30aBUTh €r0 OT MOPOKH IpHU 00CITy-
KUBaHUM (JIeJ1aTh BCE XOPOIIO ¢ MEPBOro pasa, MPEeJOCTaBIATh B CIydae PEMOHTa OECILIaTHYIO
MaIllMHY Ha MOJMEHY) U CeNaTh MOCEIICHNE Halllel KOMITAaHUU HACTOJIBKO MPUSTHBIM, HACKOJIBKO
3TO BO3MOXKHO (CyOOOTHHUI cepBUC, CIAIO0CTH U T. I1.). Ecin HaMm yznacTcs TeM caMbIM YIIPOCTUTH
KHU3Hb KIIMEHTY — MBI BBIUTPAJIH.

HexoTopele Hamm yBaXkaeMble KITMEHTHI YXOIST OT Hac, MOKymas «Aryap», «Mepcenecy uiu
BMW. Onu nprnoGpeTaroT onbIT OOIIEHHSI C CEPBUCOM 3TUX JUIIEPOB — U MTOCIIE 3TOTO0 B OCHOBHOM
BO3BPALIAIOTCA.

S1 HaBcerya 3amOMHIO, Kak 51 Too0past mpe3ueHTa OHOW KoMnanuu B Jlammace psioM c
aBToueHTpoM Mercedes. OH CTOST M ’KJ1ad TakcH, 4TOOBI 100paTbcsi Ha pabOTy: HUKTO B 3TOM
ABTOLIEHTPE HE MPEIOKUII EMY ITOMOLIb. S POCTO €Xall o 3TO! YIHIIE — YBUAET €T0 U MPEII0KII
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nondpocuth Ha padoty. [To qopore oH moXKUMal MIe4YaMu, TOBOPS: «Sl MPOCTO HE 3HAI0, TOYEMY
pelni CMEHUTH Bac Ha «Mepceaec»». [IByMs roraMu mo3Ke, KOTa MpUIIIo BpeMsl epeiaTh ero
aBTOMOOWJIB B trade-in, oH caenan 3To y Hac u Kynui «Kaaumnak». OH ckasai, uto ero «Mepcenec»
OBLJT XOpOIIIel MAIlIMHOM, HO TOJILKO OH HE CTOHJI TOTO, YTOOBI IPEOA0IEBATH CEPBUC, KOTOPHIH €ro
COMPOBOXKIAT.

Pa3 Hruero He CTOUT OBITH BEXKIIMBBIM U JIFOOE3HBIM, BBl MOXKETE YAUBISATHCS, TOYEMY JpyTHe
sToro He fenarot. [lo mpaBae roBops, s Toke HE MOTY MOHATh. OOBIYHO S 1al0 HA 3TOT BOIPOC
IPOCTOM OTBET: MPOCTO MaMa He CMOTIJIa UX NMPaBMWIBHO BocnuTarh. Ho, KOHEUHO, BCe HECKOIBKO
CIIOXKHEE.

Jlronu SBISIFOTCS MPOYKTOM TOM Cpelibl, B KOTOPOM BBIPOCIH U )KHITH, B KOTOPOH paObOTAIOT.
Onu ycBanBaroT Bce IIGHHOCTHU cBoero ousHeca. [locnennee npuHIMNHAIBLHO BaXHO. ATMOChepa,
KOTOPYIO CO3[a€T PyKOBOAUTENb, 04€Hh MHOTOE TOBOPUT O HEM CAMOM U O TOM, KaK OH OTHOCHUTCS
K JTFOJISIM.

Kpaiine penko MOKHO BCTPETHTh MEHEIKEPa, KOTOPBIA OTHOCUTCS K KITUEHTY U CBOMM IO~
YHUHEHHBIM MO-pasHoMy. COTpYIHUKH HE MOTYT OTHOCHUTBCS K KIIMEHTY XOPOIIIO, €CIIM UX Hayallb-
HUK BeZIeT ce0sl 10 OTHOIIEHUIO K HUM OTBPATUTEIHHO.

OCHOBHBIE BBEIBOJIBI

— Bawa mama 6vina npasa. OHa ydwia Bac XOpOIIUM MaHEpam —
MPUACPKUBANTECH UX. XOPOIIINE MaHEPhl HUKOT/Ia HUKOTO HE PaHUJIH.

— Beaicnusocmov pabomaem nyuuie. HEKkoTopble yMarOT, YTO BEKIUBOCTD —
ato cinabocth. Het. OHa ropaszno s dexTuBHEee, pe3ynbTaTUBHEE U JCNIaeT JTOICH
CyacTiIuBEE.

— Ilpeonpunumatime sxcmpaycunus. JlenaiTe TPUATHBIE MEJIOUH.
[IpunepxuBaiite nisa Jaronel JBepb W MOMOTalTe MM JOHECTH MOKYMIKH 0
MamuHbl. Jlrogu oneHsaT 3to. [logymaiite, kak BaM ObUTO OBl MPUATHO, €CIIA OBI
IUIS Bac CIeNIai HeUTo ITogo0HOe.
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maBa 24
Ecnu y HUX Takune TyaneTbl, TO KaK e OHu paboTtaroT?

YucThle TyajaeThl — )KU3HEHHO BaXHBIN GakTop. S MOHsI 3TO B paHHEM JAeTcTBe. B To Bpemst
MBI KQXKIBIH TOJT €3MJIM Ha CBOSH MalllMHEe Ha MOOEePEeKbe, U S IO CHX MOP MOMHIO, KaK MbI BHIOH-
payii Mecta JiIs cTosiHku. Ecim aca 3manus ka3aics HaM MPUBJIeKaTeIbHBIM, MbI TIPETIOaraiH,
YTO M TyaJICThI TaM XOPOIIIHUE.

O/HAaKO HECKOJIBKO pa3 CIIy4ajoch, YTO MOHM POTUTEIH WM CECTpa HAXOIWIHM TYyaJeThl
HeyOpaHHBIMH. B 3TOM ciiydae MBI cpasy ke ye3Kaid, 1aKe He 3aKOHUYHMB 3alpaBlisiTh MAIIHHY.
KavecTBO BCero cepBUCHOIO KOMILIEKCA ONMPEAEIIOCh I HaC KaueCTBOM ero TyayieToB. S moJa-
raro, 4To B HaIllleM OHU3Hece, KaK ¥ BO MHOTUX JPYTUX, CUTYaIlUsl CXOXKasl.

[TorpebuTenu cyasT 0 HaC UCXOs U3 MHOTHX Meltoueii. Haira HeycTanHast 3a00Ta 0 4UCTOTE
TyaJIeTOB JIMITHUN pa3 MOAYSPKUBACT HAIlIC BHUMATEIbHOE OTHOIIICHUE K HUM M HAIlle OTJIMYUE OT
Jpyrux Komrnanui. KOHEYHO e, HUKTO HE CKaXKeT, YTO KYIHJI Y HAaC MAIlIMHY TOJIBKO MTOTOMY, YTO
HAIllK TyaJIeThl Oe3ynpevyHbl. Ho MHOTO pa3 yKCHIMHBI TOBOPHIIN MHE: «J[aMCKUil TyasieT clienan
¢ TakuM BKycoM!» S ciblmnan u pa3roBopbl My»uuH: «He moBepure, kakas 4MCcTOTa y HUX B Tya-
jere». A B Halllk JJHA BCEMY ITOMY MPHUAAIOT 0c000€ 3HaYCHUE.

31ech MBI OIATH TOBOPUM O BXKHOCTH JieTanel. Bo3MoxHO, yncToTa YOOpHOU auiiepa He
caMblil 3HAYUTENBHBIN (AKTOP MPHU MOKYIKE aBTOMOOWIIS, HO OHA CO3/Ia€T BICYATIICHUE O KOMIIa-
HHH, & TOTOMY MbI OTHOCHMCSI K 3TOMY cepbe3HO. [Ipr peMOHTE TyasieToB Mbl HCIIOJIH30BaIH 000U
cTrouMocThio $250 3a pyJIOH — TaKkoi ypOBEHb MOYKHO HAHTH TOJIBKO B OTEJISIX BBICIIETO Kitacca. Mbl
JICKOPUPOBAIIH CTCHBI CIICIUAIBLHO OJ00PAHHBIMU KApTHHAMH (CTIOPTHBHAS TeMa — JIJISl MY>KIHH,
IBETHI — JUIsl *KEHIIMH). Ha mony ocoboe mokpeiThe, KoTopoe Jierko yuctuTh. (I[Inutka ObiBaet
YeThIpeX KaTeropHid B 3aBUCUMOCTH OT KadecTBa. MbI HCIOIb3YEM TUIUTKY TOJIBKO BBICOYAHIIIETO
KauyecTBa YCTBEPTOM KaTErOPHH U BhICIIEH Oenn3Hbl. KeTaTu, s 00paTui BHUMaHUE, 4TO CTOMMOCTD
HaTHPaHUS TUIMTKH MACTUKOM BBIIIIE CTOMMOCTH €€ 3aMEHBI. A MOCKOJbKY MbI KOXKIBIH Yac MOEM
HAIlM TyaJieThl, HAM HE MPUXOIUTCSA HATHpaTh MoJ. MbI MPOCTO MEHSEM IUIUTKY pa3 B YEThIpe
roja.)

HukTo HEe moKymaeT y Hac MallMHBI TOJBKO TOTOMY, YTO HAIIM TYyaJeThl
oe3ynpeuno yuctel. Ho, kak meTko mommetun Tom Ilutepc, ecnmu B camorere
Ha KOBpE€ BBl BUIUTE MATHA OT KO(e, BBl MOXKETE 3aayMaThCs, XOPOIIO JIK 3Ta
KOMIAHHS 3a00TUTCI O TEXHUYECKOH YacTH CaMoJIeTa.

3adeM maBaTh CBOMM KJIMEHTAM XOTh MaJICHIITUM ITOBOJT COMHEBATLCS B TOM,
CTOWT JI UMETh C BaMH JI€JI0?

MBI Tak ke BHUMATEJIbHO 3200TUMCS U O YUCTOTE HALLIUX CITY>KEOHBIX TyaneToB. OaHaXKIbI y
MeHs ObLJ1 0O4EHb HEMPUATHBIN ONBIT. B TO BpeMs y HallluX MeXaHUKOB ObLT y’KaCHBIH TyaJleT B BUJIE
Oynku. S 3amen nmoo0GenaTs cO CBOMMHU COTPYIHUKAMHU, U CTapIIUi cMeHbI ckaszan: «Kapi, Tel ¢
00JIbIIMM BHUMAHUEM OTHOCHIIBLCS K HAILIUM KJIMEHTaM, HO HE BCETJIa IOMHUIIIb O CBOUX COTPY/I-
HuKax. Buznen nu 11 Hamry yoopHyto? Thl cunTaemib, 4TO MbI Tak ke KuBeM y ceds qoma?» Mue
ObLTO0 CTHIIHO. Hemenmo crmycTs Mbl mpUriacuian Opuragay pabouux, KOTOPHIE TOJHOCTHIO TIEpe-
CTPOMJIU CITYKEOHBIN TyaserT.

OCHOBHBIE BEIBOBI

— Hu eounozo nsamuviuxa. VI KEHCKUE, U MYXKCKUE TyalleThl IOKHBI
MIPUBOAUTHCS B MOPSIJIOK €KEIACHO.

— Cozoasatime eneyamnenue. Menoun — OJIECK HAYMIIEHHOTO II0Jja,
KapTHHBI HA CTEHAX — TOBOPST O TOM, YTO BbI 3a00THTECH O JICTaNIsX.
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— Hacmoswas npobnema — smo omoenvHbie myaniemvl 0/ pyKOBOOCMEA...
MOKET OBITh, IOTOMY, YTO PYKOBOJICTBO OOUTCS 3aXOUThH B JI0OBIE APYyTHE Y ceOst
Ha TeppUTOPUH?
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maBa 25
Korga B nocnegHuun pa3 Bbl 3agyMbliBariCb
O CBOMX yKa3aTesnsix 1 BbiBeckax?

BriBecku 1 ykaszarenan — 3To cBoeoOpasHas (opMa KIMEHTCKOTO CEPBHCA, U3 T€X, O KOTOPBIX
0OBIUHO HE 33 {yMbIBAIOTCS. A CTOUJIO Obl. B KOHIIE KOHIIOB, BEIBECKH U YKa3aTeH MPEACTaBISIOT
co0oii cucteMy repenaud KIMEHTY MH(POpPMAIIMK O BallleM Mara3uHe, opuce WM IPOU3BOICTBE.
OHu pemnraroT TpH 3a/auu: 00ECMeunBalOT y3HABAaHUE Balller0o MMEHH, OMHMCHIBAIOT BAlll IPOAYKT
WM CEPBUC M PACCKa3bIBAIOT MOTPEOUTEINI0, KaK BaC HAWUTH.

Ecnu BbIBecka min yka3aTellb HE PelIaroT OJHOM M3 3TUX 3a/1a4, CIEeIyeT €€ HEeMEJICHHO
yOparb. MHave co3naercs 3QpeKT BU3yadbHOIO Xaoca, YTO 3aTPYyAHSAET MOTyYeHHE HYKHOU IS
KJIMEHTa UH(POPMALIUU U CHIIBHO CHUXKAET PE3yAbTaTUBHOCTh CAMOM UJICH.

VYkazarenu IOKHBI MOMOTaTh. BONBIIMHCTBO JIOEN MPEANnoYTyT CIEN0BATh yKa3aTelsiM,
HEXKEJIU CIIPalliMBaTh y BCEX BOKPYT, Il pacnoiaraercs tyaneT. Ho eciu oHM Takoro ykaszaress He
HalAyT (MOXET, €ro BOBCE HET, @ MOXET, OH 3aTepsJICs Cpellu JIecATKa APYTuX) — Balla cucTeMa
HUKOMY HE TTOMOTaeT.

BriBecku U yKkazaTely O4eHb TOHKO IEMOHCTPUPYIOT OKPYXKAIOIIUM BalllX
LIEHHOCTH U TO, KaK Bbl BeJeTe CBOM Ou3Hec. VX 00s3aTebHO HYXKHO JAENaTh
MIPaBUJIBHO.

Hamm BeIBeCKM M yKazarenu Jenan napeHb no umenu Kpuc Pomamep, KoTopblid co3maBan
BCIO CUCTEMY yKa3zatenei B aspomnopry [amnaca. Bce Hagnmucu cienanbl CTPOUYHBIMU OyKBamu:
Kpuc ybenun nac, uro Tak npoiie yutath. OH Takke MPUYUUIT HAC K TOMY, YTO Ha KaKJI0M JABEpH
JIOJDKHA OBITH TaOMMYKa, 4TOOBI JIFOW 3HAIH, YTO TaM HAXOJIUTCSI.

HIpudT ¥ cTUIL COXpaHEHBI KaK Ha BHYTPCHHHX, TaK U HAa BHEIIHUX yKa3areisxX. Takum
o0pa3oM, Bce OHHU BBIVISIIAT KaK €AMHas MH(QOpMalMOHHas cuctema. Menoub, HO OHA Kak pa3
JEMOHCTPHUPYET KIUEHTY Ballle BHUMaHUE K MellouaM. MbI MOXXEM COMHEBaThCs, 4To bor B jera-
JISIX, HO IOTPEOUTENH B 3TOM YBEPEH.

Kak st ymoMuHai BbIle, BHYTPH HAIIETO aBTOIIEHTPA BBl HE BCTPETUTE OTPOMHBIX KpUYa-
IIUX BBIBECOK O KAKOM-HUOYIb 0COOOM KPEIUTHOM UyJie 3TOM He/leau. Takoro TUMa I1akaThl Uy T
Bpaspe3 C TeM, YTO MBI IIBITAEMCS C/ieNIaTh. BceMu CBOMMU IEMCTBUSIMU MBI CO3/1a€M JIOMAIITHIOIO
arMocdepy (Benb OONBIIMHCTBO JIFOJIEH HE JIep KaT TPaHCIIapaHTOB y cedst qoMa). Eciii Ham HyXHO
UH(POPMUPOBATH KIMEHTOB O KAKOM-TTHOO CTEIHAIHHOM MPEUIOKEHUH — 3a4€M BBIBEIITUBATH ITO
Ha okHa? YecTHO roBopsi, HE MPEACTABIISIIO, KAKUE €III€ CBEJIEHUS MOTYT OBITh IMOJIE3HBIMU BHYTPH
oduca, KpoMe ykazaTeliel Tyajiera, kade v moKapHbIX BBIXOJIOB.

OCHOBHBIE BEIBOBI

— Omo Oelicmeumenvho Heobxoo0umo? IIporynsiTech BOKpPYT Balllero
MarasvHa M MOCMOTpPUTE Ha KaXIbIH ykazaTenb. Bbl HaBepHsKa oOHapyXuUTe,
9T0 OOJNBIIAs YacTh M3 HUX HE OYEHb HY)KHA, a HEKOTOPHIE BOOOIE OKaXyTCs
aHTuKkBapratoM. CHUMUTE HEHYXHbBIE TAOIUUKH.

— Cmunvnoe eounoobpasue. Y0eauTech B TOM, 4YTO OyKBBI Ha BCEX
yKa3areisix OJMHAKOBOTO pa3Mepa M CTWIIA. DTO MEIKUH MITPUX, HO OH TOBOPUT
KIIMEHTY O TOM, YTO BBI y/IEJIsIeTe TIOCTOHHOE BHUMAaHUE MEJIOYaM.

— HE HUCIIOJIb3VUTE BCE 3AIJIABHBIE BYKBbI. Ctpousnbie OyKBBI
rOpas/o JIerde YuTaTh — MonpooyiiTe Koraa-HuOyIb.
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MaBa 26
Ecnu 6occ nnyT, He XauTe
YeCTHOCTM OT ero NoAYMHEeHHbIX

JIrony MOCTOSIHHO CIIESAT 3a TeM, YTO JIeNIaeT UX pyKoBoAuTeNb. M ecinu nmocneaHuii oxunaet
OT CBOWX MOAYMHEHHBIX 3THYHOTO TMOBEJICHUS, OH CaM JIOJDKEH JAEMOHCTpUpOBaTh ero. Eciu oH
HEUECTEH C KIIMEHTOM, COTPYIHUKAMU WIH IPYTUMH MapTHEPAMH, €ro MOAYNHEHHBIE BOCIIPUMYT
3TO KaK HOPMY, U JIEKIIMU Ha TeMY 3TUKH B OM3HEcCe y)Ke He HCIPaBAT CUTyaluio. UTo ele xyxe
— XOpOIIIKe JIOANM HUKOT/Ia He CTaHyT padoTaTh Ha YeJoBeKa C TIoXou pemyranueir. OHU IpoCcTo
yiinyT, 0OHapy>KUB Kakue-1100 CBUIETENbCTBA €0 MOPAIbHON HEYMCTOIUIOTHOCTH.

Ho yvaie npoGriema B Apyrom: gaxe eciau pyKOBOAUTEIh — 00pa3el MopsI04HOCTH, KakK clie-
JaTh TakK, 4TOOBl BCE COTPYAHHKU OpPraHM3aIMH JIeHCTBOBAIN COOTBETCTBEHHO? JlomKeH Ju OH
00Hapo0BaTh HEKYIO ATHUECKYIO MONUTHKY? TpeboBaTh B KayecTBE YCJIOBUS HaiimMa Ha paboTy
enie pa3 nepeynTarb buommo?

Ouenp nonroe BpeMsi Mbl OMJIMCH HaJ BOIPOCOM, KaK OINMHUCATh MPUEMJIEMbIE CTaHIAPThI
noseneHusi. Ham 310 yanocs. Mbl TOBOpUM HAlllUM COTPYAHHKAM, YTO B JIFOOON CUTyallud OHU
JOJDKHBI cripamuBath ceds: «Kak OyayT BRIMISAETh MOU JICHCTBUS, €CIIU 3aBTpa OHHU OyAyT OMH-
CaHbl Ha MEPBOU MOJIOCE MECTHOM Ira3eThl?»

Korna BbI KOHTpOIUpYyeTe CBOU JSHCTBUS C MOMOIIBIO TAKOTO BOIIPOCA, BCE CTAHOBUTCS Mpe-
JIEJIBHO SICHO.

OCHOBHEBIE BBEIBOJIBI

— Coenaiime smo oyesuonvim. Kaxnplii NOMKEH 3HATh, 4YTO JJIA
HETIOPSIZIOYHOCTH HET HUKAKOTO OTIPABIaHMUS.

— Cnosé Hedocmamouro. PyKoBOAHTENb HE MOXKET MPOCTO YUTATh MOpajb
CBOUM ITOJAYMHEHHBIM, OH 00s13aH caM I10/IaBaTh MPUMEP STHYHOTO MTOBEJACHUS —
KaK 110 OTHOIIICHUIO K COTPYJAHUKAM, TaK M [0 OTHOIICHHUIO K KIIMCHTaM.

— Kax nocmynams ¢ hapywumenamu smuyeckux Hopm? Ecniv HapyIieHue He
HaHECJIO CEPhE3HOTO YPOHA — JIaiiTe UM BTOpOi maHc. Ho TObKO eTMHCTBEHHBIN
BTOpO# 1manc. Eciou HapyieHue cepbe3Hoe — HEMEIJIEHHO YBOJIBTE UX.
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aBa 27
TpeboBaHuA K ogexae

OHM Tak MPOCTHI, YTO BIOJIHE YMECTATCS B PaMKe 1711 OCHOBHBIX BBIBOJIOB.
Bort onn:

— Kax nonsaims, npasuivro iu mot o0em? IIpocto cripocuTte ceds: «XoTres Obl
s, 9TOOBI MOs poTorpadusi B TAKOM BHUJIE TIOSBUIIACH B 3aBTpaltHel razere?» (3Tot
BOTIPOC, KOTOPBIM CTONH TOJE3€H B OONIACTH AITHKH, M 31eCh cpalaTbIBaeT
0e30TKa3HO.) Eciin ThI OTBeYaeb «HET» — ThI O/IET HEMTPABHIILHO.

— QOoesatimecy co éxycom. Ecim M ommbarbcs, To Jydile C MEPeBeCOM
B KOHCEPBAaTHBHYIO CTOpOHY. Hy, ecii ToIbKO BBI HE MpoJaeTe YIbTPAMOIHYIO
ofgexay. O4eHb HEMHOTHE COYTYT ceOsi OCKOPOJICHHBIMH, €CIIM BBl Oyiere
BBIIVISIZICTH HECKOJIBKO KOHCEPBATHBHO.

— Vuugopma — xopowas uoes. Eciv 3To MOIXOAMT IS BaIiero OuzHeca.
Bce Hamm KOHCYJIBTAHTHI 110 CEPBUCY HOCST CUHUE OJei3ephl, cepble OpIOKH U
TaJICTYKH.
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VIil. CospgaBanTe NpoAyKTbl,
KOTOpbIe JyIerko npoaaBaTtb

aBa 28
NMonpobyn — npoaan HeMHOro

Kak nmoctynuts, ecnu GoKyc-rpymnma npeajgaraet Kakoi-HuOyIb HHTPUTYIONIHN HOBU3HOM
HOJXOJ] WJIK BaM CaMOMY IIPUXOAMT B rojioBy MHTepecHas uzes? IlonpoOyiiTe peanu3oBarh ee.
3arycTUTe NUIOTHBINA IPOEKT.

3a4acTyto JIIOAH CIUIIKOM MHOTO Pa3MBILUISIOT HAJl pa3INYHBIMU UAESIMU B yIepo ux pea-
JM3aIHH, TPATAT MAacCy CHJI M BpEMEHU Ha MCCIIeIOB aHUs TOro, OyyT i oHu pabotars. Ho ecim
BbI CJIyIIIa€TE CBOETO KJIMEHTA, Bbl Oy/I€Te 3HATh, UTO €MY JIEHCTBUTENILHO HYHO. Toraa nouemy
Obl HE IPUMEHUTH Ballly UJEI0 B HEOONBIINX MaciITabax U HE MOCMOTPETh, YTO U3 3TOrO MOJIY-
yuTcst? (OTOT ypOK Mbl BBIHECIH U3 JieATeNbHOCTH KoMnaHuu 3M. TakoB UX (UPMEHHBIH 110IX0.
K HOBbIM npoaykTam. Korna B 3M nosBisieTcst HOBas Mjiesl, BpOJie «[TOCTUKOBY» Ha JIMIIKOM OCHOBE,
OHH BBIITYCKAIOT HEOOJIBIIIYIO TAPTHIO, YTOOBI y3HATh, OyA€T JIM HOBUHKA NIPUHSATA U nnonyisipHa. U
TOJIBKO B CJIydae ycrnexa Ipou3BoasT Oosbiie. Takoil moaXoa MOATBEPKIEH rOAaMU ycrexa 3Ton
KOMITAaHUH — 3HAYUT, OH JIOJDKEH paboTaTh U y Hac.)

Moii nr06uMBIN IpUMeEp Ha 3Ty TeMy npuBejieH B knure Toma [lutepca «B nmouckax cosep-
nieHcTBa».’ ToM pacckaspIBaeT, Kak OH CTOSUT B OTPOMHOM odepenu B Marasune. O4epenpb Mpo/IBu-
rajgach MEIJICHHO, 1 ToM Bce 6osee pa3apaxaics. Ho BoT on HakoHel noOparics 1o kaccel. U torma
Kaccup U3BUHWICA NIEPe]l HUM U B Kau€CTBE MAJIEHbKOTO MPE3EHTA, YTOOBI 3aIIaiUTh BUHY, [10JIO-
JKUJI B TIAKET HECKOJIBKO KOH(PET. ITOT KECT AEMOHCTPUPOBAIL, YTO OH JICUCTBUTEIHHO COXKAJICET.

Ham nonpaBunack 3Ta uzaes, 1 Mbl pelIiid onpodoBaTh €€ y Hac. Mbl KyNUiId HEMHOIO
LIOKOJIaJla ¥ CTaJIM J]aBaTh €ro B npuaady K cuery. M, Tak Kak JIou pearupoBaid NOJ0KHUTEIBHO,
Tenepb Mbl BCEr/la MOCTYIaeM TaK.

Heckonbko mo3ske Mbl pemmiu Kynuth MuHHaTiopHble konuu Cadillac Allante u naBath ux
JETSIM, KOTOPbIE MPUXOAT K HAM B BHICTABOYHBIH 3aJ1 BMECTE C POIUTENISAMHU. YIBIOKHU JeTeH — U UX
ponuTenei — cka3ajad HaM, YTO 3TO ObUIa OTIIMYHAs uaes. JIFoau CYUTAIOT, YTO, €CJIM BbI JTIOOUTE
neTei u cobak, ¢ BaMM Bce B Mopsake. Tak ke Kak B ciaydyae ¢ KoHpeTaMu, BpyUeHHE MAaIIMHOK
JETSIM HE CTOUT OOJIBIIMX JACHET, YTOOBI MONPOOOBaTh U MOAJIEPKUBATh 3Ty UHUIIMATUBY, pa3 OHA
HPaBUTCS JIFOISIM.

Ecau BBl XOTHTE MOHATH, OyAET U paboTaTh JOPOTOCTOAIIAS TPOrpamMma,
AHOHCHPYHITE €€ KakK ClelnaIbHOE NPEUIOKEHUE Ha OUH Mecsl. B aTom cinyuae,
€CJIM OHa He cpaboTaeT, Bbl HE MOTepsieTe cIuIKoM MHOTO. Eciu ke oHa Oynmer
HMMETh YCIIEX, Bbl CMOXKETE 3aIyCTUTh €€ U B CIIEAYIOIIEM MECSIIE.

Ecnu MbI XOTUM NOHSATH, OyAyT J1 paboTaTh OONBIINE IPOrPaMMbI — TaKHE Kak OecriaTHOe
MIPEJOCTABICHUE MAIIMHBI HA BPEMSI pEMOHTA, — MbI OOBSIBIISIEM 3TO KaK CIELUANIbHOE MPeIo-
JKEHUE TOro MecAna. Mbl He MOKYIalu cpa3y COTHU MallUH Ul peaIM3aliy dTOU IIPOrpaMMBbl;
JUIsL Ha4ajia Mbl IPUOOPENH MATh aBTOMOOMIICH U Mpejyiaraiy TeM, KTo pue3kall Ha peMOHT, Oec-
IJIaTHO MAIIMHY Ha 3aMeHy. KnmeHnTam oueHp NOHpaBUiach UJes, U, TaKk Kak CIIpoC pocC, MbI IIPO-
J0JbKAM TIOKynaTh MaluHbl. Teneps y Hac ux 257.

5 B Hacrosiee BpeMs yKa3aHHas KHUIa M3/1aHa Ha pycckoM si3bike: [Tutepc, T. B monckax coBepleHCTBA. YPOKU CaMbIX YCIIEI-
Hbix KoMmnanuit Amepuku / Tom ITutepe, Pobept Yorepman. — M.: Bunbsimc, 2005.
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Ho ecnu Obl nes He MPUKKUIACH, MBI MOTJIM Obl OCTAHOBHUTHCS: BEIb MbI MIPEIyIPExkK Ay,
YTO 3TO MPEAJIOKEHNE OIPAHUYEHO paMKaMU BCETO OJHOTO MECSIIa.

Ecnu MbI Bce erie He yOexXAeHbI B TOM, MO3UTHUBHA JIM PEaKIUs Ha Hally HOBYIO M0, MbI
MPOIOJKUM JEMCTBHE «CHEIHAILHOTO MPEAIOKEHHU» Ha cieyromuii Mecsil. M ecnu B TeueHue
JBYX MECSIIeB Hallle HAUMHAHKE He 3apaboTaeT, Mbl OT HETO OTKa3bIBa€MCHI.

DTOT MOUIATOBBIN MOIXOJ TMOSBUIICS B PE3yJbTare MOEro rOpPbKOro omnbita. OaHaKIB MHE
NPUIIUIA B TOJIOBY BEJIMKOJICTIHAS, KAK MHE Ka3aJI0Ch, Ues, KaK MEPeKIIOYUTh BlajenbleB «JIuH-
KOJIbHOBY» Ha «Kaaumiakuy. Mbl OTIpaBUIIN KaXIoMy Biajenblly «JIuHkonsHa» B [lannace npen-
JoxeHne OecIIaTHO 3aMEHUTh Macjio B MalllHE U ITOMBITh €€, a MoKa paboTa OyJeT BBIMOIHITHCS,
MBI IPEJIOCTABUM B €ro pacropsbkeHue «Kanumiak». S monaran, 4To myudrie uaeu ObITh HE MOXKET.
Onu npoBenyT JieHb 3a pynem «Kanunnakay, BIOOSATCS B 9Ty MalllMHY U KYTIAT €€ Y Hac.

Msi otmpaBuiu 15 000 muceM M MOMy4YWIIM TOJBKO /Ba OTBETA. 1 HUKOTIA HE BBISICHSI
MO0YEMY; MOTY TOJBKO MPEANONIOKUTh, YTO JIFOU CIHUIIKOM IIEHAT CBOE BpeMs, YTOOBI IPEIIpHU-
HSTh CIIELMATBHBIA BOSDK AU OecriaTHOM 3aMeHbl Macia. Kak Obl TaM HM ObLIO, S clenan ass
ce0s BaKHBIN BBIBOJ]: HUKOT/IA HE TECTUPYH UJIEI0 B TAKUX MaciTabax. ITo ObUT JOPOTOil YPOK.

[Tpenmpumu MBI CErofiHsi HEYTO MOAOOHOE, 51 Ob1 oTmpaBmi 200 MUCEM; U TOIBKO €Clin Obl
MOJTYYHJI XOPOIINiA 00paTHBIM curHai — ocrapmmuecs 14 800.

[Tpunnun «mmonpoOyit — mpojiait HEMHOT0» TaK)Ke pacIpOCTpaHseTcsl U Ha 00JacTh MepUeH-
naitsunra. B 1989 rony Cadillac BeimycTin ouens noporyro moaens Fleetwood 60 Special, koto-
PYIO Halll MEHeJ)Kep He XOTel UMeTh Ha ckiane. OH yTBep)KIai, YTO OHA CIHUIIKOM JIoporas u
HUKTO ee He KynuT. Ho MHe kKa3anoch, YTo OHa MOXET MPOo/1aBaThCs — BEb BCETIa HAlAy TCS JIIOMIH,
KOTOpBIE MPEANOYUTAIOT UMETh BCE camoe Jiyuliee U goporoe. Torna s monpocui 3aka3arb OHY
JUISL MEHS, Ja’ke HECMOTPS Ha TO, YTO 51 He COOUPAICS €3UTh Ha Hel Aonro. S 00be3xkan OKpecT-
HocTH, 1 AnieH KyactpoMm (koTopslil Torna 6b01 mpe3uaenToM Neiman-Marcus, a ceiiyac Bo3mia-
Bisier Federated), yBuieB MeHs1, MONMPOCHII 3aKa3aTh TaKylo K€ MAIIMHY AJis Hero. Eciu yenoBek
C TaKUM BKYCOM U MPETEH3UAMHU MOKYIIAeT 3Ty MAIIMHY, Y HaC €CTh BCE IIAHCHI MPOJATh erie. Mbl
MPOJIaJy ellle ABAILATh MMATh TAKUX aBTOMOOWJICH B TOM TOJY.

OTcrona BBIBOJI: €CJIM BBI JIeIa€Te YTO-TO HOBOE — HE UMEET 3HAU€HUs, YEero 3TO KacaeTcsl, —
CHayasa nornpoOyHTe HEMHOTO U MOCMOTPUTE, TOHPABUTCS JIM 3TO BAllUM KJMeHTaM. Ecnu Her,
yOBITKH OynyT HEOOIBIITUMH.

WHorna cTouT mpoBepsiTh, pabOTAIOT JIM BCE €lIe CTapble UACH, MIPUMEHEHHbBIE OIHAMXKIBI.
OOBIYHO MBI JaBaliu KIUMEHTaM, KYNUBIIUM y HaC aBTOMOOMIIb, KYIIOH Ha BOCEMb O€CIIIaTHBIX
3aMeH Macia. Mbl OCTynanu Tak B TEUYEHHUE JECSITH JIET, U 3TO BBINISACIO BIOJHE JIOTHYHO: Y
KJIMEHTa ObLTM OCHOBAaHMS 0OpalaThCs K HaM B CEPBUC CHOBA M CHOBA; KPOME TOTO, 3TO ObLiIa Hallla
cBOeOoOpa3Hast 01aroapHOCTh 3a MOKYTIKY aBTOMOOUJIS.

B 1987 rony pa3Butue Haiiero 6u3Heca 3aMeJINIIOCh, U 'y HaC HACTYITMIIM HETIPOCTHIE Bpe-
MeHa. MBI HCKaJld BCIYECKUE BOZMOXKHOCTH CHU3UTH M3IEPKKHU. KTO-TO Mpeanmoxun oTka3arses
ot OecrarHol 3ameHbl Macina. «Ho 4to ciayuurcs, eciau Jronu OyayT pa3ouapoBaHbl?» — CIIpallin-
BaM MbI ce0s. M Torga mMbl permminu nonpoOoBaTh BCEro napy mecsiieB. Mbl BBISICHUM, OyIeT Jin
3TO CEPhE3HOM MoTepelt A JIIOACH, U €ClH J1a — Mbl U3BUHUMCS M BepHEM nporpammy. MTak, Mbl
nepecTanyu pasaaBarh Kynonsl. M 3naere, uto mpousonuio? CosepuienHo Huyero! Hu ogun noky-
naresb He CKasall: «A TJe ke MOl KyloH Ha OecIuiaTHyo 3aMeny macisa?» J{ist Hac 3To 0110 60J1b-
M cropripu3oM. [Ipogomkany v MOKymaTeny Mojib30BaThCsl HAIIMMU CEPBUCHBIMU yCITyraMu?
Ha, mbl no-npexkaemy aenanu 30—40 3ameH macina B ieHb. Ho KyIoHBI MPOCTO HUYETO HE 3HAYMIIN
JUIS KITMeHTa. Mbl Obl HUKOT/Ia HE Y3HAJIM 3TOT0, €ClU Obl HE IPUMEHUIIN IPUHIUI «IIOMPOOyH —
npojaail HeMHOTo» (B JaHHOM cIly4yae BBIBEPHYTHIM Hau3HaHKY). Ha 3ToM HaMm ynanoch HEMHOTO
COKOHOMHTb.
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B pesynbrare 3TOrO MOJIE3HOr0 OMbITa MBI CTAH 33JaBaThCs BOIIPOCOM: BCE JIM HAIIIK MIPO-
TPaMMBI JI0 CHX TTOP UMEIOT IEHHOCTb JIs1 KITMEHTOB? MbI 0TKa3bIBaJIUCh OT KaKOW-HUOYAb U3 HUX
Ha BpeMs 1 HaOJII0/aM 3a peakiuen.

JlrobombITHAas Bellb mpowusonuia moxke. Mbl pazocnanu 200 KymoHOB Ha OecIIaTHYIO
3aMeHy Mmacina BiazaenbiaMm «Omnac-moOumein», 4ToObl MPUIIACUTh WX K HAM B CEPBHUC-LEHTP, U
MOJTYYHMJIM IIKBAJ Tele()OHHBIX 3BOHKOB ¢ BonpocoM: «B yem Tprok? S gomken Oyay 4to-HUOYIb
KyIHUTb, YTOOBI MMOJIYYUTh 3TOT KynoH?» — «Hudero!» — «Bb1 yBepens1? S 1eliCTBUTENBHO HE 10JI-
KEH KYIUTh WK CAENaTh YTO-HUOYAb?» — « COBEpIIEHHO HUYETO!»

Oxkazanocek, 4To JIOIU MPOCTO HE BEPAT MOJOOHBIM MPEATIOKECHUSIM.

OCHOBHBIE BBEIBOJIBI

— Jlo mozo kax nompamumo OonbUIUE OeHbeU ... TIOTIPOOYITE peaTn30BaTh
CBOIO MJICI0O B MajoM MaciluTabe U MOCMOTPHUTE Ha pe3ysbTaTl. DTOT MPHUHIIMII
OJIMHAKOBO XOPOII KaK B MPOU3BOJCTBE, TaK U B CEPBHUCE U B CUCTEMAaX OIJIATHI.

— Coenatime 6ce 603modicHOe, Umobbl MUHUMU3Uposams puck. Eciau To,
YTO Bbl COOHMpAETEeCh CAeNaTh, CTOUT HEMAJbIX JIEHEI — MPEJCTaBbTE ITO KaK
«BPEMEHHOE TMPEAJIOKEHUE», HAlpUMep, TOJIbKO Ha ATOT Mecsi. [Ipu Takom
MOJXO/Ie HE MPUJIETCS PAcCKpy4HMBaTh OOJBIIYIO MPOrpaMMmy MpoABIMKeHUs. B
KOHIIE MeCS11a BBISICHUTCSI, CTOUT JIM MPEIJI0kKEHHUE TOTO, YTOObI OCTaBUTh €ro Ha
CIEAYIOUIUNA MECHILI.

— Ymo eadicno kauenmy cecoousn? Ecnu Bamia uzest HpaBUJIaCh JIIOISM TISTh
JIeT Ha3aM, 5TO He JaeT rapaHTHUH, YTO OHA MO-TpexHeMy LeHHa. [lepuonuuecku
UCKITIOYaliTe MpOrpaMMbl, KOTOpbIE BBl TMpEAOCTaBisieTe, U HaOmopaiTe 3a
peakuueil. Ecnu moTpeOuTento BakHa Ta WIM WHAs yclyra — U3BUHSHTECH U
HEMeIJIEHHO ee Bo3Bpaiaite. Eciu HeT — Ha 9TOM MOKHO COKOHOMUT.

96



K. Cobtoann, . BpayH. «KnueHTbl Ha BCIO XN3Hb»

MaBa 29
Xopolwunm cepBUC He cnaceT NfoXou ToBap

Kak ObI BbI HU CTapaliiCh, HEBO3MOXKHO MIPEIOCTABUTH XOPOIINNA CEPBUC, €CITH BBl IIPOIACTE
HEKa4eCTBEHHBIN ToBap. OH CIUIIKOM OBICTPO H3HOCUTCS WIIH cliomaeTcs. M naxke nmydias B MUpe
cUcTeMa OOCITy>KMBaHHUs KIIMEHTOB HE craceT Bac. UTo Obl BbI HU JIeNaliv, YIOBIETBOPEHHOCTh
KJIMEHTA 3aBUCUT OT MPUOOpPETaeMOro ToBapa.

Taxum 06pa3om, eciiv BbI BUAUTE, YTO MPOJaBAEMble BAMHU TOBAPHI MOTYT OBITH CYIIECTBEHHO
yAYYIICHBI, 1aliTe 00 TOM 3HATh MPOU3BOJUTEII0. DTO HE BCET/IA IPOCTO: OOBIYHO MPOU3BOUTENN
CUMTAIOT CBOI TOBAp CaMbIM JYYIIUM, U HUKTO HE MOXKET UM CKa3aTh, YTO HYKHO MOTPEOUTEITIO.
YtoObI K BAM MPUCITYLIINBAINUCH, BbI JOJDKHBI ATO 3aCTy>KUTh. IHaue BaM MOTYT CKa3aTh: « YK ecliu
ThI TAKOW YMHBIH, TO YTO K€ Thl HUYETO0 HE MOXEIIb Mpoaarh?» He cTouT paccuuthiBath Ha TO,
YTO uepe3 MecsI] MOCye 3aKIIUEHUS] KOHTPAaKTa K BaM CTaHYT MPHUCIYIIUBATHCS, — MIOCTPOCHUE
JIOBEPHUTEIIbHBIX OTHOIIEHUH TpeOyeT BpeMeHu. Haunurte ¢ xopomux npojax. Tak, MHE OobIiie
nosepsitoT npousBoauTenu «Kamunnakosy, yem «llleBpone», MOCKONbKY 5 MPOAAI0 3HAYUTEIHHO
6ombiie «Kagumaakos». Ho 1erno 3a1eck HE TOIBKO B MPOIaXKax.

Bo-1iepBbIX, BbI JOKHBI OY€HB XOPOIIIO 3HATh CBOM MpoayKT. HuuTo Tak He paspymiaer qoBe-
pHe, KaK MpeAsioKeHHE YIyUlIIUTh YTO-TO KOHKPETHOE, a TOTOM BBISICHSIETCS, UTO MMPOU3BOJUTEIND
y>Ke clienai dTo.

Bo-BTOpBIX, BBI JOIKHBI OYEHD XOPOIIIO 3HATh PIHOK U KOHKYPEHTOB.

B-tpeTthux, Bam ciemyer pa3Ouparbcs B TEXHOJOTHMHM IMPOU3BOJCTBA Ballero MPOAYKTA.
Hanpumep, Ha co3nanue HOBOM MOAENTU aBTOMOOUIIS yXOAUT ueThipe-msTh JieT. Ha Lexus LS400
YIIJIO CEMb JIET. ITO HEOOXOMMO 3HATh, MPEK/E YeM TPeOOBaTh OT MPOU3BOIUTENCH OOHOBIICHUS
MOJICTILHOTO PsJIa.

U nakoHel, BaM CTOUT HAy4YUTHCA TOBOPUTH Ha A3BIKE MMPOU3BOAUTENECH. 3a4acTy0 AUIEPhI
Y TIPOU3BOJIUTEIIN TOBOPAT 00 OTHUX M TEX KE BEIllaxX Ha pa3HBIX sA3bIKaX. B aBTOMOOMILHOM OH3-
Hece, HafpuMep, pasaesieHbl GYHKIMM Iu3aiiHepa U WH)KeHepa: Au3aiiHep OTBeyaeT 3a TO, Kak
BBITJISIIUT aBTOMOOMJIb, @ MHXKEHEP 3a TO, KaK OH €31UT. BMecTe ¢ HUMHU BbI MOXKETE BIIUATH Ha
MPOILECC CO3/IaHUSI HOBOTO aBTOMOOMIIA. M K KaX/10My M3 HUX HY>KEH CBOM MOJIXO/I.

Kak Obpl HM ObUIM TEHHAJIBHBI Ballld HJICU, TPOU3BOAUTEIN HE OYIyT
MIPUCITYIINBAaThCS K BaM, TIOKa BBl HE JOKaXETE, YTO 3HACTE MX MPOIYKT M MX
Ou3HEC KaK CBOIl COOCTBEHHBIH.

Het auxoro Gnmmke Kk moTpedburento, yem mnpoaasel. [109ToMy nMponu3BOIUTENSIM TaK BaXKHO
B3aUMOJICHICTBOBATH C HAMU.

Heb6onbimoe orcryminenue o npaktuke Cadillac. [maBHBIN yrpaBisiomui 3To KOMIIAHUN
Jlxon I'perrenOepr ¢ MOMeHTa Havyasia CBOEH pabOThl peIIni BOBJIEUb JUJIEPOB KOMIAHUU B MPO-
1ecc pazpaboTKU HOBBIX MPOAYKTOB. OH coOpail rpynmy U3 AUIEpOB, AU3AHHEPOB U MHKEHEPOB,
u MbI ipopadotanu BMecte Tpu AHs. s Cadillac 3T0 61710 OYEHb Ba’KHBIM IPOLIECCOM OOMEHa
MHEHHEM U HIeSIMH. A JHUJIepbl CMOIJIH JIy4Ille TIOHSTH MPOLECC CO3JaHUs MAIIUH M TO, KaKhUX
COBETOB OT HUX JKIYT.

Bo Bpems Haiieil BCTpeun WHKEHEPHI MTPOJIEMOHCTPUPOBAIIH, YTO BCE KOMITOHEHTHI U y3IIbI
mozeneit Eldorado u Seville 6p111, Kak roBOpUTCs,, MUPOBOTO KJlacca, U XOTEIU Y3HATh, OyayT Jin
MIOJIb30BATHCSI CIIPOCOM MAIIMHBI TAKOTO Ka4ecTBa. MBI COOOIIMINA UM, YTO MHOTHE TIOTPEOUTEIH
CEeTYIOT Ha TECHOTY CaJIOHa U XOTAT OoJiee sipkoro au3aiiHa. Ilociae npoBeaeHHOro ucciae10BaHus
(nunepsl BeAb TOXKE MOTYT OIIMOAThCS) AU3aiH 3TUX Mojienel Obul u3MeHeH. Pe3ynbrar npes3o-
e Bce oxxkuganus. Eldorado u Seville 1992 rona — nepBble ABe MOAETN, CKOHCTPYHUPOBAaHHbBIE B
pamkax nporpaMmmel [ pertenOepra, — Obuti mopasurenbHbL. (K pagocT TOKIIOHHUKOB 9TON MapKH,
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B JIOTIOJTHCHHUE K CBEXKEMY JTU3aiHy B 3TUX MAalIMHAX ObUI MCIIOJIh30BaH COBEPIIICHHO HOBBINA 32-
KJIaraHHbBIN JIBUTATEITb. )

Eme oHO MpeuMyniecTBO TAKOro COTPYIHHUYECTBA MPOJABIOB U MPOU3BOIUTEICH: TPO-
JIABIIbl HHOTJIA MOT'YT CKa3aTh OYCHb BAYKHBIC BEIIH, O KOTOPBIX W3-32 00S3HU ObITh HAKa3aHHBIMH
WIN YBOJICHHBIMU HE PEIIAOTCS TOBOPUTH COTPYIHHKHM CAaMHUX MPOM3BOISIINX KoMIaHuii. Heko-
topblie Jroau u3 Cadillac roBopuiin MHe: «Y Hac €CTh OTJIMYHBIC HJCH, HO HAC MOTYT HE MOCIY-
math. Cka3anu Obl BBl O HUX HAIIEMy PYKOBOJICTBYY.

B pesynbrare npemnioxkenHoii ['perrendeprom nporpammsl pykoBogutenu Cadillac cranu
4acTo MPUE3KATh K TUIIEPaM, YTOOBI MoOeceI0BaTh ¢ IOCETUTEISIMU. BIiepBbie B HICTOPUH KOMIIa-
HUM ObLIa YCTAHOBJICHA CBSI3b MEXKY JUJICPAMH U TIPOU3BOJICTBOM.

Bo3MoxHO, paHbIlie MBI TaK HE HY>KIAJUCh APYT B npyre. Ho Teneppb Takoe B3auMOICHCTBHIE
KU3HECHHO HE00X0MMO. PBIHOK CTaHOBHTCS BCe 00JI€€ KOHKYPEHTHBIM, U HY>KHO BCE BHUMATEIIh-
HEe MPUCITYIIMBATHCS K )KEITAHUSAM KIMEHTOB. A 3TO 3HAYHT, YTO HEOOXOMMO BOBJIEKATH B IIPOIIECC
TUIAHUPOBAHUS TIPOM3BOCTBA TEX, KTO HEMOCPEICTBEHHO B3aUMOJICHCTBYET C MOTPEOUTEIISIMH.

CambIii POCTO# CIOCOO JOOUTHCS TOTO, YTOOBI K BAIIIMM UJICSIM IPUCITYIITUBAIUCH, — TPE/I-
JIO)KUTh KaKOE-TO HEOOJBIIOE YAYUIIEHHE, KOTOPOE MOXKET JaTh ObICTPYIO BBITOLY NpPU HEOOIb-
mmx ycuwnusx. Hanmpumep, xoraa Beinuia mozeinb Allante, oHa Obljla BCTpEeYeHA MOTPEOUTEISIMU
C DHTY3Ma3MOM, HO MHOTHE CETOBAJIM Ha TO, YTO XOTEJIM Obl KyIIHTh €€ B KPACHOM HIIU YEPHOM
I[BETE, 2 IMEHHO 3TUX I[BETOB MPOU3BOIUTENL U HE Tpemiarai. Juiepsl nanu 3Hath 00 3TOM, U
Cadillac no6aBwi 3Tu 11Beta. Terepp Oo1ee MOJOBUHBI MPOIABAEMbIX MAIIIMH ATOTO THIIA KPACHBIS
WJIN YEpHBIC.

Takum 00pa3om, JJIsl HavYaja Bbl JJOJDKHBI 3aBOEBATh JOBEPHE «OBICTPO MOOESIOM» U JIUIIIb
TIOTOM MBITAThCS JIaBaTh 0oJiee 3HAYMMBbIe COBEThI. Harnpumep, 00 yIBOSHHH MOIIIHOCTH JIBUTATEIIS
i xe yyactuu Cadillac B ronkax «@opmysbi-1».

JaBasi 1r00y0 PEKOMEH/IAIINIO, JICTIAiTe 3TO BEXKIIMBO, CMOTPSI Ha TIOJIOKEHHUE C TOUKH 3PEHHSI
npousBoauTes (J>xor Chroa1 Ha3bIBaET ATO «B3IVIS INIa3aMU MapTHEPa» ). BbI JOIDKHBI TOHSTH,
OyJIeT M Ballle MTPEUIOKEHHE MOJIE3HO TAPTHEPY: JFOIH OOBIYHO OXOTHO JEJIAIOT TO, YTO IOMOTaeT
UM JKUTb MTPOIIIE.

Y4YUTBIBasI 3TOT MOIXO/], MBI OOBIYHO TOBOPUM: «C IMOMOIIIBIO ATOH MITYKH MBI CMOXKEM ITPO-
JlaBath OOJIbIIIC MAIIMH. A 3TO U B BallluX, U B HalMx uHTepecax. [TonpoOyiire!» Ho BbI TOMMKHBI
OBITh YBEPCHBI B IIPABOTE CBOMX CJI0B. Ecin Baia ujest mpuHeceT IIobl, TO K BaM OyIyT MPHUCITY-
HIMBaThes M Jainbiie. Ecim ske Bbl ommberech, 0COOCHHO B Ha4ajie BaIlero COTPYIHUYECTBA, TO
BAIlld COBETHI IIEPECTAHYT IICHUTD.

Kak MbI pemaem, 4To npeioxkuTh? ITO 04eHb MPOCTO. MBI MPUCITYIIIMBAEMCS K TOMY, YTO
TOBOPST HAIIM MOKYIATEIH U MPOABIIBI B IEMOHCTPAIMOHHOM 3aiie. Kpome Toro, Mbl rOBOpUM |
C HAIIMMU OBIBIIMMH KIIMEHTaMU. MBI cTapaeMcsi y3HaTh, MOYEMY B 3TOT pa3 KTO-TO KYITHJI HOBBIN
«Mepcenecy, a He «Kannmnaky wim «JIekcycy.

Korga Bam ecTh UTO CcKa3arh, Hy)KHO HAWTH MPABUIILHOTO YEIOBEKA, KOTOPBIH BBICIYIIACT
BalllM TPEIJIOKEHUS. DTO OYCHb BaKHBIM MOMEHT. Eciin Baimn coOecelHUK TOTOB K BOCIPHUSATHIO
HOBBIX HJIEH — 3TO 310poBO. Eciii HET, To pUAeTCs MOUCKATh KOTO-TO IPYTOro, MpHUYeM He 00s13a-
TEJILHO PYKOBOJUTEIISI KAKOTO-JINOO JeapTaMeHTa — 3TO MOXET ObITh U COTPYIAHUK JIByMsI YPOB-
HSMH HHOKe. BO3MOXKHO, BaM yaacTcsi HAWTH MOJIOOTO aMOUIIMO3HOTO PO ECCHOHAIA, KOTOPBIN
CTPEMUTCS HaBepX, a MOTOMY TOTOB K BOCHPHSATHIO HOBBIX HJIeH, KOTOPBIC IMOMOTYT €MY B30-
Oparbcsi IO KOPIOPATHBHOM JICCTHHIIE.

Camblii TIpOCTO# CrOCOO HANTH MOAXOMAAIICTO YeJIOBEKa — MOCIaTh BAIIU MPEIIOKEHHUS
HECKOJIbKUM ajipecaraM. TOT, KTO OTKJIIMKHETCS, U Oy/IeT TIPOBOJHUKOM BAlllUX UCH BHYTPH KOM-
nanuu. Ho BbI TOJKHBI OBITh YBEPEHBI B PABUIILHOCTHU BAIIKX MPEUIOKeHH. KOHEYHO, HE CTOUT
onpamuBare 9000 KIMEHTOB, YTOOBI BBISICHUTH, YTO UM XOUETCSI MAIIMH KPAaCHOTO W YEPHOTO
I[BETa, HO HY)KHO BCE-TAaKH IMOTOBOPUTH XOTs Obl ¢ 90. BaM HykHBI (DaKThl, YTOOBI YOSTUTH TPO-
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M3BOAMTENCH KYIUTh Bally uier. M npouecc npoaaxxu uieil mpou3BOIUTENIO HE CHIIBHO OTIINYa-
eTcs OT Mpoliecca MPOIAKNU MAIIMH KIMSHTaM.

Bawm Bpsix u ynactes 3aBoeBarb goBepue ObicTpo. [loTpeOyercst Bpemst Ha TO, YTOOBI BaIlIH
HapTHEPHI PU3HAIHM B BaC MPUBEPKEHIA MAPKH, a HE «IIPOJaBla OecTCeNIepoBy, KOTOPHI 0e3
KaKUX-JTM00 KOMILIEKCOB MEPEKITI0YAeTCs Ha PYToi TOBap, KOTJja HaCTAlOT HEMPOCTHIC BpEeMEeHa.

C 0HO¥ CTOPOHBI, BAIH YCHIIHSA 0 YIYYIISHUIO IPOAYKTa OTHUMAIOT y BaC BpeMs, KOTOpoe
MOXKHO OBUTO OBI MOTPATUTH HA TOPTOBIIIO; HO C IPYTrOl CTOPOHBI, TIOMOTasi IPOU3BOJUTEIIO CIe-
natb 6osiee BOCTpeOOBaHHBIHM TOBap, BbI 3apadoTaere cede Ha Oyaymiee. OOcay KUBaHUE KIMEHTOB
OosbIe TOX0XKe Ha MapadoH, YeM Ha CIIPHHT.

OCHOBHBIE BBEIBOJIBI

— byobme ybeoumenvhvi. BONBIIMHCTBO MPOU3BOIUTENCH NCKPEHHE BEPST
B TO, YTO OHM OTJIMYHO 3HAIOT CBOM PBHIHOK, a TOTOMY HE BCErJa T'OTOBBI
MPUCITYIINBAaTLCS K KOMY-JTH00. UT0OBI NOOWTHCS MX BHHMAHHSA, BaM HY>KHO
MIPOAEMOHCTPUPOBATH, YTO BBl pa30upaeTech B UX OU3HECE TaK K€ XOPOIIO, KaK
U B CBOEM.

— 3acnyscume dosepue. Ecnun Bbl XOTUTE, YTOOBI TPOU3BOAUTEIH U3MEHUIT
YTO-JINOO B CBOUX MPOLIECCAX, BbI IOJIKHBI OBITH MMOJIHOCTHIO YBEPEHBI B TOM, UTO
pexomenayete. He mpuxoaure ¢ goraakamu u npeanonoxeHusmu. [Tokaxure, 4ro
BbI ObUIM HACTOWYMBBI U MHBECTUPOBAJIM JIOCTATOUHO MHOTO BPEMEHHU U JCHET,
YTOOBI HOATBEPAUTD MPEANOIOKEHUSI.

— Haynume ¢ npocmuix eeweu. IlycTh BalluM TEPBBIM MPEIJIOKEHUEM
OyIeT MpoCTON COBET, KOTOPHI He TpeOyeT OT MPOU3BOJUTENS TOPOTOCTOSIIIETO
W3MEHEHHUsl TPOIECCOB, HO MPU ATOM TMPUHECET pe3yJIbTarbl B 0003pUMOM
Oynyuiem. JloGeiTtech HECKONBKUX MalIEHbKUX MO0, MPEXKEe YEM MEPEXOAUTD K
0oJiee 3HAYMMbBIM COBETaM.

— OmHuoweHUs: NOXOXNCU HA XOpouiee UHO ... YeM Oonbule 8blOepPIHCKA, mem
ayuuie. TlocTpoeHrEe OTHOLIECHUI ¢ MPOU3BOIUTENAMU TPeOyeT 3HAYUTEITHLHOTO
BpemeHH. He cniemure 1 He %aAuTe MrHOBEHHOTO 3¢ (deKTa.
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IX. 3aumcTBYNTE

Masa 30
3ayem nsobpetatb Benocunen? lNMpocto ynyywure ero!

Kakue Ob1 HOBbIC HAYMHAHUS MBI HU CTApaJIUCh BHEIAPUTH, MBI BCEIIa CMOTPEIH, KaK 3TO
JIeNAl0T HAIM MapTHEPHI H KOHKYPEHTHI. 3aueM U300peTaTh BEJIOCHUIIE, €CIIA KTO-TO yXKe Ceal
€ro JIy4IIyto Mozaeib? HyKHO MpocTo MPUCMOTPETHCS K 4y>KOMY OIIBITY U MPHUCIIOCOOUTH €T0 K
CBOEH CUTYallUH.

MeHs, K pUMepy, BCErAa pa3ipakaio HCIOIb30BaHNE TPOMKOTOBOPHTENEH B AMICPCKUX
nenTpax. Ha Moii B3misiz1, 3T0 HENIpo(heCCHOHAINBHO M HEMTPUATHO, KOTIa aIMUHUCTPATOP MBITACTCS
HAWTH JPYTOTO CITy’XKAIllero, UCHoJb3ysl TPOMKYIO CBs3b. Ho, TOKa s He mpumisiaencs k padore
OJTHOM W3 CeTeH MUIEePUH, s He PEACTABISLI cebe, Kak 000MTHCH 63 ATOTO.

Kak-1o B BBIXOHBIE 5 TIOMIEN BMECTE cO cBouM JieThMmu B riuieputo Chuck E Cheese. B atom
MecTe ObliIa crienaIbHas pa3BieKaTeNbHas MporpaMMa ¢ aHMMaIe 1 BO3SMOKHOCTBIO TIOUTPaTh
B Nintendo. Eciiu Bam xoTenock 3aka3arh 4To-HHOY/Ib, BB IIPOCTO MOIXOIMIN K CTOMKE U JeNan
3aka3. [Toka BbI cMOTpeny MpecTaBIeHIE WIIA UTPAJTU C ISTbMH, Balll 3aKa3 MOCIEeBAll.

Y4uuTBIBas ITyM, KOTOPBIN TPOU3BOIMIIH ICTH, AHUMAIIHS U UTPHI, HE OBIJI0 HUKAKOTO CMBICTIA
kpuuathk: «Mucrep Cprodsul, Balla MuIa rotosal» — HUKTO Obl HE yciblmai. Bmecro atoro npu
3aKa3e KaxaoMmy naBayii Homep. Korma ouepenHoii 3aka3 OblT TOTOB, CIIEIMATBHBIA 3ByK H3BEILAT
00 3TOM, a HAa MOHUTOPE MOSABJISUICA €ro HoMep. JTa cucreMa padboTana oninyHo. [lokynarensm He
NPUXOJMIIOCH TOJIMHUTHCS BO3JIE KYXHH, TBITAsICh BEISICHUTH, TOTOB JIM MX 3aKa3.

MpbI 03aMMCTBOBAJIM 3Ty WK, HEMHOIo MoaudUuIMpoBaB ee. PaHblne mocie Toro, Kak
BBI BHECJIH JICHBTY B KaCCy, KACCUP TOBOPHII B TPOMKOTOBOpUTEIND: «Marmny Ne 473 Ha BBIXOI.
VYenpimaB 0ObsIBICHHE, aCCUCTEHT MPOJABIA JOJDKEH ObUI HAWTH 3Ty MAllMHYy M MOJATh €€ K
BeIxony. Cructema HUKOT/Ia He paboTana 0COOEHHO XOpoIo. Bo-mepBrIX, 1elblii AeHb BCEMY IICH-
TPY HPUXOIMIIOCH CIYIIATh HAILy TPOMKYIO CBSI3b. BO-BTOPBIX, HUKOTIa HE OBUIO YBEPEHHOCTH B
TOM, YTO HYXXHBIH COTPYIHUK CJBIIIAT OOBSBICHUE: B TOT MOMEHT OH MOT OBITh BHYTPH JIPYTOM
MAIIUHBI C 3aKPBITHIMA OKHAMH, WK OOLIAThCS C KIIMEHTOM, WJIH K€ MPOCTO TOBOPUTH 1O TEJe-
¢ony. EAMHCTBEHHBIM MOATBEPKIEHHUEM TOTO, YTO MBI OBUIM yCIIBIIIAHBI, ObUT (DaKT IPUTHAHHOU
MamuHbl. Ecim ke 3Toro He MpOMCXOIMIIO0, TO KIMEHT ObUT BBIHYKICH XKIaTbh, KIATh U KIATb,
BBIpa)kasi HEY/IOBOJIBCTBHE. B 3TOM citydae MbI CHOBa J1aBali OOBSBIICHHE 110 TPOMKOH CBSI3H, U
BCE IIUIO 110 CIEAYIOIMEMY KPYTY.

Ceronns 6maronapst Chuck E Cheese kapTuHa HecKoIbKO MHas1. BbI omiadnBaere cyer, Kac-
CHP BBOJUT 3Ty HH(POPMAIMIO B KOMITBIOTED, M OHA Cpa3y K€ MOIMAAaeT B KOMIIBIOTEP U HA MOHH-
TOp CepBHca Mo JocTaBke aBromoOmiieit. Korma oneparop BUAuT 3Ty HH(GOpPMAIINIO, OH OTBEYAET
KaccHpy, 4To MalllnHa ceiyac OyaeT qocrasieHa. Eciam oneparop He OTBeYaeT, Mbl 3HaE€M: YTO-TO
HE B MOPSAKE, M KTO-HUOY/Ab OTIIPABISETCS BBISICHATD, B YEM JIEIIO.

OTtnana He0OXOJMMOCTh B TPOMKHX OOBSIBIICHHUSX, M MBI BCET/Ia 3HAEM, TIOITY4IEHO JIU HH(OP-
MAaIMOHHOE COOOIIeHNE 1 Kor/ia OyeT aBToMoOmIb. 1 TiiaBHOE, BpeMsi 0XKHTaHHSI KITHEHTOM OTpe-
MOHTHPOBAHHOW MAaIlIMHBI COKPAaTHJIOCHh B CPEJHEM C IIECTH MUHYT 10 IBYX. M Bcemu sTrMu
JOCTH)KEHUSIMH MBI 00513aHBI CBOEMY BH3HUTY B MECTHYIO MTHUIILIEPHIO.

TakuM ke 00pa3oM MBI 3aMMCTBYEM HJIEH BCSIKUI pas3, KOTa BUANM YTO-HHOY/b IOJIE3HOE, —
BE/Ib 9TO OYEHb MPAKTHUHBIA moaxoxa! Iy 4ero TepsTb BpeMsl M MIBITAThCS PELIUTH MPOOIEMY
CaMHM, €CJIH 3TO yXe KTO-TO cjenan 3a Hac? KoHeuHno, ObIBalOT YHHKAJIbHBIC CUTYAIUHU, C KOTO-
PBIMHU BaM TIPUIETCS CIIPABIATHCA cCaMOCTOsTeNbHO. Ho BeTpewaroTest onu kpaitHe pezko. B 60ib-
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IIMHCTBE CJIy4aeB XOPOIIIee PelIeHue MOXKHO MM03aUMCTBOBaTh. buiut MappuoTT HaBepHsKa 3HaeT
ropaszio Jydlie MeHs, Kak OpraHM30BaTh 00CIy>KMBaHUE OTPOMHOTO KOJIMYECTBA Jtofiel ObICTPO U
s¢dektuBHO. Tak moyemMy He BOCHOIB30BATHCS €ro onbiToM? [loueMy He MCIONIb30BaTh JTy4Ilne
pemenust McDonald's, American Airlines, Disney, anantupys ux noj noTpeOHOCTH U 0COOEHHO-
CTH Baiero 6uzHeca? Mbl mocTynmaeM UMEHHO Tak. (JTO U OIMH U3 CEKPETOB ycrexa KHUr Toma
[TuTepca: B HUX OH paccKa3bIBaeT 00 OMBITE JTYYIIUX KOMIaHHIA. )

MBpI yke paccka3bIBasii, KaK HaM TOMOT onbIT JlicHes B co3nanuu u opopmieHuu pabodero
IPOCTPaHCTBA. MBI TaKk)Ke BBISCHUIIN, KAKHE CTPOUTENIbHBIE U OT/IEJI0YHbIE MaTeprabl HCIIOIb30-
BaHbI B pecropanax McDonald's, 1 B Hammx cepBUC-1IEHTpax Terepb UCIOIb3yeM TONIbKOo ux. Ecnn
OHH BBIICPKUBAIOT TAKOE KOJIMYECTBO HOT, Kak B McDonald's, To 0HM 10CTaTOuHO KperKue 1 AJis
Hallel peMOHTHOM MacTepckoi. 1 Mbl co3aaBaiu CBOIO MPOrpaMMy MO CTUMYIHPOBAHHIO COBITA
noclie Beixoza nporpaMmbel American A Advatage.

Ecnu unes paboraer B 0HON KOMIIAHUH, BBl MOXKETE OBITh YBEPEHBI, UYTO
oHa cpaloTtaet u B Apyrou. JItoau He Tak y>K CHIIBHO OTJIMYAIOTCS IPYT OT JIpyra.
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MpbI cunTaeM METOJl 3aMMCTBOBAHUS MJIeH HACTOJBKO TOJIC3HBIM, UTO OPraHU3yeM HX CIIe-
IMaJIbHBIC MOJICBBIC MOMCKU. Hamm macTepa 1mo Ky30BHOMY peMoHTy e3mwim B Kamudopruro,
9TOOBI 03HAKOMHUTHCS C MECTHBIM OTBITOM. PYKOBOAMTENH ATOTO JIeTIapTaMeHTa MOOBIBA B JTyd-
X MacTepckux EBpoOIbI, 9TOOBI TIOHATH, KaK UM YIaeTCs TaK MAacTepPCKU MOIOMpaTh IBET. B
pe3yiabTare Mbl Tenepb Ucnoiab3dyeM kpacku Sikkens u kpacunbHble kKamepsl Garmat.

MBI Takke JeniaeM 3aKyIKH Y HallliX KOHKYPEHTOB. DTO OKa3bIBae€T HEOIICHUMYIO TIOMOIIb,
MTOTOMY YTO TTO3BOJISIET y3HATh MX CHJIBHBIE CTOPOHHKI. S TIOCeIa ux JeMOHCTPAIIMOHHBIC 3aJThI,
YTOOBI TOCMOTPETH HAa X MEPUCHIAH3HHT. Y HAC €CTh ¥ Mapa YeJI0OBEK ISl KOHTPOJIBHBIX 3aKYTIOK
ABTOMOOMJICH, YbH JINIIa HEN3BECTHBI KOHKYPEHTaM. Tak MbI y3HaeM CEKPEThI HX CEPBHCA, YPOBEHb
II€H, OTHOIIICHUE K MTOKYIIATEIISIM, a TTIaBHOE — YTO-HUOY/Ib, YeMy CTOUT OyduThCs. (Kak pe3ysbrar,
MBI, HallpUMep, CMEHWJIN CBOM OaHK Ha OaHK KOHKYpPEHTA JJIsl 00CITy>)KHUBaHUS TOKYIIOK B KPEIUT.)

BpeMenamu MBI mocemniaeM MecTa, KOTOpble He IMEIOT HIUYEro OOIIero ¢ HallluM OM3HECOM
— pecTopaHbl, My3€eH, OTEJH, MTAPKH, — TOIBKO JIJIS TOTO, YTOOBI IOCMOTPETh, KaK Y HUX OpraHU-
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30BaH KJIMEHTCKHUI CEpBUC, OCBEIIEHUE WM MY3bIKalbHOE O(OPMIICHHE, HOCST JIU COTPYIHUKU
YHU(POPMY U KaKyIo.

WNHoraa nroau, KOTOPbIM S pacCKa3bIBalo O HALIEM OMBITE 3aMMCTBOBAHUS, BOCKIMIAIOT: «/la,
3TO HPEeKpacHo U, HaBepHoe, pabotaer TyT y Bac B Jlamnace. Ho y nac B Hero-Hopke (Can-®pan-
UCKO, YMKaro) KJIMEHTHI COBCEM JIpyrue. Y Hac 3To paborath He Oyner». Uenmyxa. Huuto Tak He
pazapaxaeT MeHs, Kak MmycThle (pa3sl TUMa: «ITo He OyAeT paboTarh TaM, TJe s )KUBY». MHOXe-
CTBO MPEKPACHBIX MTPOrPAMM U CHCTEM, KOTOPBIE YCIEITHO PaboTaroT y HaC, MbI 103aUMCTBOBAJIN
B pa3HBIX yacTsax cBera. M Bce atu uaen padotaror B lamnace, B @unanenbdum, Hbm—ﬂopKe, Jloc-
Anjxenece u gaxe B Hobom Oprneane — a 3TOT ropoJi O4€Hb CUIIbHO oTiauvaercs oT [lamnaca.
MHorue roBopuiu, 4T0O HalIM IPUHIIUITBI BeICHUS OU3HEeca TaM HeMIPUEMIIEMbI, TOTOMY YTO JIFOIU
B HoBom Opuiieane Oornee TpeboBaTeNbHbI U MPHKUMHUCTBL. Ho, Kak moka3aia mpakTuka (y Hac TaM
nentpsl Cadillac u Chevrolet), Hamra cuctema c6oeB He naeT. JIxoau TF0SIT XOpOITuii CepBHC HE3a-
BHUCHMO OT TOTO, I7I€ OHU KUBYT.

CamMble JTydiive cucTeMbl paboTaroT B JII0OOM MecTe 3eMHOro mapa. M eciu y Bac ux ere
HET — MMOUUIUTE KOMIIAHUH, Y KOTOPBIX MOXHO YTO-TO M03aUMCTBOBaTh, BO3BMUTE BCE JIyUllee U
aJIanTUPYHTE K CBOEMY OHM3HECY.

OCHOBHBIE BBEIBOJIBI

— Baumcmayiime — smo ovicmpee. byqib y HaC 10CTaTOYHO BPEMEHH, MOKHO
Ob110 OBI Takoe M300pecTu... Ho 3auem Tparuth 310 BpeMs? Berpevasick ¢ HOBOM
poOJIeMOii, MPOCTO CMOTPUTE BHUMATENBLHO 1O CTOPOHAM, M BBl YBHAUTE, YTO
KTO-TO €€ YK€ PelIuI.

— 3aumcmeyiime nyuwee. Ecnu yxx OpaTh KOro-To 3a 00pasell — Tak JUIepOoB
6usHeca. Kto HammydmuM o6pazoMm comepk HUT cBow Teppuroputo? KoneuHno,
JucHeii! IMeHHO OH cTan i Hac 00pa3IoM, KOTJa MbI pellajiu, KaK JODKHA
BBIIVISI/IETh Halla Jiy>kaiika. [IokpbiTHe Ha MOy B HAIIEM CEPBUCHOM OTAEICHUU
caemnano nocrasiukoM McDonald's. Mbl y3Hamu, 4To B TOMCKaX CaMOM MPOYHON
IUTUTKH OHU TMOCETUJIM BCEeX MPOM3BOJIUTENEH Ha 3emiie. Ham ke He mpHIioch
3TOrO JIeNIaTh — Mbl IPOCTO BOCIOJIB30BAIKMCH UX HAXOAKOM.

— AxmugHo uwume uoeu, Komopwvie Mo2ym OblMb 3AUMCMBOBAHDL.
Opranusyiite cnenuaibHble BBUIA3KU 32 HOBBIMHU HiesiMH. Eciu Bbl BuAMTE
pelieHre, KOTOpO€ BaM HpaBUTCS, — paccrpocutre o HeM. Jliogum mo0sT
paccka3bIBaTh O CBOEM OH3HeEce.

— He botimecy moouguyuposams. Uepe3 Hall aBTOLUEHTP HE MPOXOIUT
Mo€e3/1 Ha MOHOpEJbCE, U Yy HAC HE OCTAHABIMBAIOTCS Ka)XAyI0 HOUb THICSYU
JIIOJIEH, KaKIbIA M3 KOTOPBIX X04eT mpocHyThesa B 7.00. M1 Tem He MeHee MbI
UCTIOJIB3yeM Hjen JlucHes mo nmoaaep’aHUO YUCTOTHI U Topsiaka U Mappuorra
1o 00CTYKUBAHUIO OOJIBIIOTO KOMUYECTBA Jroel. A MOIU(UKALIUY ITHX UAEH
MO3BOJISIFOT UM MOJHOCTBIO COOTBETCTBOBATH OCOOCHHOCTSIM Halllel CUTyaI[|H.
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MaBa 31
O HeKOTOpbIX Bellax Bbl AaXe U He nogo3peBanu

[appu TpymsH roBopui: «Bbl HUYEro He 3HaeTe O TeX BEIIax, O KOTOPHIX HUKOTNA HE
yuTain». Mbl OueHb IIEHUM HalIuX KoHCynabTaHToB Ctennu Mapkyca, CtuBa ManBanu u Toma
[TuTepca, MOCKONBKY OHH PACIIUPSIOT HAIIKM O3HAHMSL.

Korna Mbl XOTHM MOCITyIIAaTh O MOAX0/AaX U UAESX IPYTHMX KOMIAHUI B CHCTEeMaTH3UPOBaH-
HOM BH/I€, MBI TIpUITIAIlIaeM KOHCYIbTaHTOB. OHU OBIBAaJIM B TEX MECTaX, KOTOPHIX MBI HE BUJEIIH,
U paboTaal cCO MHOTUMH YCIICUTHBIMU JIFObMH, C KOTOPBIMHU MBI Jake He 3HaKoMbl. OHU Tpe/yia-
TaroT UJeU, K KOTOPHIM MBI HUKOT/IAa Obl HE MPUIILIU CaAMH.

Ecnu ¢ keM-1m00 M3 KOHCYJIBTAaHTOB HaMm paboTaercs KOM(QOPTHO, TO Mbl BHOBb U BHOBb
oOpariaemcs K ero ycimyram. Yem J1ombliie Mbl paboTaeM BMecCTe, TeM Jy4llle KOHCYJIBTAaHT 3HaeT
Hai OusHec U TeM 3(pexTrBHee Hallle COTPyAHUYECTBO. [IpeKpacHbIM MPUMEPOM TaKHUX OTHOIIIE-
HUI MOXeT CIyXUTh Hama padora ¢ [Tutom bpsnmoy. Mel BiepBeie BcTpeTunuch B ['apBapie Ha
CeMUHape 10 OPraHu3alOHHOMY TOBEJIEHUIO0, KOTOPHIH cobupaia komnanus Cadillac. B To Bpems
[Tut HUYero He 3Hanm 00 OOCITYXKMBAaHUM WM MpoJaxax aBToMoOmiei. OgHaKo OH OBICTPO BCEMY
HAy4MJICS, TPUOOIIMB 3TH 3HAHUS K CBOEMY OIBITY KOHCYJIBTAIMOHHON pabOThI C aBUAKOMITAHU-
MU, U3AATEIbCTBAMU U HEDTIHBIM OM3HECOM.

OH caenan UHTEPECHBIN BBIBOJ: TE JIFOJH, KOTOPbIE IEHAT cebs, AeNaroT JIydIlyto padboTy u
3HAYUTETHLHO OOJIbIIE 3a00TATCSA O CBOMX KJIMEHTaX. BOT uTo oH roBopwui:

«Ecnu MbI 1100MM U yBaXkaeM ce0si, MbI MOXKEM TO3BOJIUTH ce0e ObITh OT3LIBUMBBIMHU U MPU-
CIIYIIMBATHCS K TOXKeNaHUsAM Apyrux mroaeil. Te, KTo yyBCTByeT cebsi OECCHIIBHBIM U HE CUUTAET
ce0s LIEHHBIM, HE CITUIIKOM 3a00TATCS 0 4y)KHX MpoOIemMaxy.

Cexkper, 1o cioBaM bpamiioy, 3akimtodaercs B TOM, 4TOObI co3aarh aTMocdepy, B KOTOpOit
Ka)/IbIil COTPYIHUK YYBCTBYET, YTO €0 pabOTa BHOCHUT BKJIAJl B ycrex KoMnaHuu. OH BbIAEINseT
YeThIpe KOMIIOHEHTa BHYTPEHHEH YBEPEHHOCTH M BHICOKON CAaMOOIICHKU COTPYIHUKOB.

1. Hoctuxenus. OObEKTUBHO U3MEPEHHBIE PE3YIIBTAThI IEATEIbHOCTH COTPYIHUKA COOTHO-
CSITCS C SICHBIMU U CIIPaBEUTMBBIMU LEsIMH. JlocTiKeHue 1ieniel HanpsMYO BIIHMSIET Ha OIUIaTy U
MPO/IBIKEHUE.

2. UyBcTBO, 4TO 0 Tebe 3a00TATCA. YCIOBUSA PaOOTHI JEMOHCTPUPYIOT YBaXKeHHUE U 3a00Ty
paboTonarens 0 COTpyIHHUKAX.

3. INomHoMoumsi. Kommnanusi mooupsieT WHAMBUIYAIBHOCTh U CAMOCTOSITENIBHOCTh CBOUX
JroNIel — MpU yCIIOBUU COOMIONEHHS OOIIMX CTaHAAPTOB U IEHHOCTEH. OT KaXKI0ro KIYT UAeH o
TOM, KaK MOYKHO OBLJIO OBl YIy4IIuTh padboTy. JItoOble naen MOTYT ObITh YCIBIIIAHbI, & TOT, KTO X
TeHEepUPYET, UMEET BIUSIHHUE.

4. IlpuHuumsl ¥ neHHoCTH. B mporiecce 0T60pa COTpyTHUKOB OOIIHOCTH LIEHHOCTEH TOKHA
ObITH TIpeBbIlIe Bcero. Kommanus J0KHA CIETUTHh 32 COOMIONEHUEM CTaHIAapTOB MOBEICHUS U
YBOJIBHSITH HAPYIIUTENICH.

Kak BbI, HaBepHOE, y’Ke 3aMeTUIIH, MbI CJelyeM UaesM bpaa-11oy, 1 OHM MOMOTAIOT HaM B
pPa3BUTUU HAILIUX aBTOIICHTPOB.

KoHcynbTaHThI BBHIOJHSIOT €IE OAHY BaKHYIO POJIb — POJIb HE3aBHUCHMBIX COBETHHKOB.
Hexkoropsie Benn HEBO3MOKHO 00CYAUTH CO CBOMMHU PaOOTHUKAMU: HAIIPUMED, BOIIPOC MPOAAKU
KOMITAaHUU WJIM YBOJIBHEHHUS COTPYIHHKA, KOTOPBIA MpopaboTans MHOTO JIET, MJIK BOIIPOC O HaliMe
MEHEeJIPKepa BBICIIIETO 3BeHa. B 9TOM ciiyyae nydliie moroBOpUTh € TeM, Y KOTO HET JINYHBIX HHTE-
PECOB B KOMITAHHH.

s wac B 310it ponu BeicTynan [Tut. Jlroaum Mormu npuiiTh K HEMY U cKas3aTh: «Y MeHs
€CTh clloKHasi mpobiema ¢ KapioM mim ¢ MOUM MEHEIKepOM», — U OH TOJICKa3bIBajl PEIICHHUE.
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Kpome Toro, oH mpoBouII Hallly €KErOIHYI0 BCTpEUy MEHEIKEPOB, Ha KOTOPOH MbI 00CYyKaalu
UMeEIoIIecs MpoOIeMbl U BO3SMOKHOCTH HAIlIUX LIEHTPOB.

[Tomumo sToro ITuT BBICTYNan MOMM JIMYHBIM COBETHUKOM. S| HEe BCer/a Cie/1oBall €ro peKo-
MEHIALHAM, HO BCET/Ia BHICOKO LIEHUJI BOBMOKHOCTh YCJBIIIATh HE3aBUCUMOE MHEHHE.

IMappu TpympdH ObuT MpaB, kKorma roBOpuil: «Bbl HE 3HaeTe HUYETO O TeX
BellaxX, O KOTOpbIX He yuTanm». Korga Bbl pa3BuBaeTe CBOM OU3HEC, WUIIUTE
TeX JIIOJeH, KOTOpBIE YK€ MPOXOAUIHN 3TUM myTeM. OHU 001aAal0T 3HAHUSAMU U
HaBbIKaMH, KOTOPbIE BaM TaK HEOOXOIUMBI.

Crennmu Mapkyc Bcera TBEpAUI O TOM, YTO MBI TOJDKHBI B3TIISTHYTh Ha BEIIH IJ1a3aMH KITH-
enta. brnarogaps emy Tenepb HU OHO HOBOBBEJICHHE HE MOXET OBITh PEaTM30BAHO, TIOKA MBI HE
yOeaumcs, 4To OHO B MHTepecax kineHToB. Korna CTeHsn BhIIEN Ha MEHCHIO € MOCTa Mpezce-
JlaTensl coBeTa IMPEKTOpoB KoMmaHuu Neiman-Marcus, i Cipocuil ero, Mor Obl OH paboTarh co
MHOM1 B KauecTBe KOHCYynbTaHTa. OH yiblOHYIcs 1 cka3ai: «Kap:, Tel He cMoKellb ceOe 03BOJIUTh
HaHATH MeHs». 1 oH ObLT IpaB, 51 HE MOT HAHATH €0 Ha TIOCTOSHHYIO padoTy. MBI JOTOBOPHIINCH
BMecTe 00eaTh pa3 B MecsIl. ITO g MOT ce0e MO3BOINTh. Tak 1 Hayanoch Hallle COTPYIHUYECTBO.
Crennu pa3oupaics B TOProBjie aBTOMOOMIISIMUA KaK HUKTO Apyrod. OmHa u3 Hanbosiee BaXHBIX
BEIIeH, KOTOPhIM OH HAy4WJ MEHS, — 3TO TO, YTO OPHUEHTAIMs Ha Ka4eCTBO BCETJA MPUBOAMT K
no6ene. CyiecTByeT 1Eeblid KIIacc MOTpeduTenel, KOTOphle BO BCEM OOJIbIIIE BCETO LEHST Kave-
ctBo. Eciin BBI IIpoziaeTe JrydIime ManliHbI, TPeJI0CTaBIIss ydlnee 00CTy)KUBaHUE, TO ATH KIIH-
€HTBbl CaMH HalAyT Bac. A NEPCOHA, CICAYIOIIMM ITPaBUIBHBIM LIECHHOCTSAM, HE TaCT UM YUTH C
MyCTBIMU PyKaMH.

OCHOBHBIE BEIBOBI

— Bw omeeuaeme 3a pabomy eaweti xomnanuu. VIcnonb3oBaHHE
KOHCYJIBTAHTOB — IIOJIE3HAs IITyKa, HO HE 3a0bIBAlTEe, YTO OHU HE 3aMCHSIOT
Bac. Eciu Barie mectoe 4yBCTBO MOJCKA3bIBAET BaM PEILICHUE, CIEIYHTE eMy —
BEI Oynete mpaBbl B 99 cnyuasx u3 100. [IpuBiekaiite KOHCYIBTaHTOB, YTOOBI
MOJIYYUTh HOBBIE UJIEU U IPOTECTUPOBATH CBOM COOCTBEHHBIE.

— Onvim Mmoorcem Ovimo xopowium yuyumenem. Korma Bbl HaHUMaeTe
KOHCYJIBTAHTa, UILUTE TOTO, KTO 00JIalaeT yCHEIIHbIM OMbITOM. BO3MOXHO, OH
yKe TIPOIIIeT BCE TO, HAJl YeM BhI ceiiuac ObeTeCh.

— Buicmpausaiime omnowenus. Haiiist oMH pa3 XOpOIIEro KOHCYJIbTAaHTA,
HE OTXOAMUTE OT Hero aaneko. Co BpeMeHEeM XOPOIIN KOHCYJIBTAaHT CTAHOBUTCS
TosbKO Jyunie. OH Bce Ooubliie U OOJbIIE y3HAET O BalleM OM3HECE U MOXKET
MPEIOKUTH BCE OOJIBIIE U OOJIbIIE TTOJIE3HBIX UACH.
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X. Baw umugx

maBa 32
foBOpUTE MArKo, HO...

Korma mMbl ymaem o ToM, Kak OyzeT BBIIVISIETh HAllla peKyiama, Mbl CTaBUM JIBe 1ein. Bo-
NePBBIX, MBI XOTHM, YTOOBI peKJiama OTpaxkajia T0, KaKUM 00pa3oM MBI BEJIeM CBOM OM3HEC, U BO-
BTOPBIX, MBI XOTHM CO3/1aTh YTO-TO, Y€M MBI CMOXKEM TOPIUTHCS MEPe] HAIUMHU POTHBIMH H JPY-
3bSIMH.

CoznaBas pekiamy, Mbl BCEria IOMHUM, YTO JIE)KUT B OCHOBE Halero OuszHeca. Bmecre ¢
HAIIIUM PEKJIAMHBIM areHTCTBOM MBI BBIPa0O0TaJIi MPOCTYIO UICI0, KOTOPYIO TOHOCHM JI0 TIOTpeOH-
Tenel. Bot ee cyTh: «ABronieHTpbl Chlodiu1a Beerja paboTatoT Y4ECTHO, C YyBCTBOM COOCTBEHHOTO
JOCTOWHCTBA U CTWJISL, IPEAJIarast KIIMEHTY JIyYLIHid CEPBUCY.

MBI CTpOMM HaIly peKJiamy, OCHOBBIBASICh Ha 9TOH Hiee. MBI Bcerja pacCKa3blBaeM MPOCTYIO
HCTOPUIO, COTIPOBOXKAAS €€ MY3bIKOH. [Ipr 3TOM IiTaBHast MBICIIb OCTASTCSI HEU3MEHHOM: BEJb €CIIN
TOBOPHTH MOTPEOUTEITO TO OTHO, TO JIPYTO€, MOXKHO BBECTH €r0 B 3a0myxaeHue. Bl moiimere, o
9YeM MBI TOBOPHM, IIPOYUTAB HECKOJIBKO CLIEHAPUEB HAIIEH PaTHOPEKIaMBbl IPOILIBIX JIET.

Hukrop: Ceroonn Bummmk Kanumnak npocut muctepa Crennu Mapkyca B IByX CJIOBax
pacckaszaTh 00 yciyrax KOMIaH!H.

Mapkyc: Comepcer Mosm oniHax bl ckazan: «Ku3Hb crpanHas mwrtyka. Eciu Bel coraniae-
TECh TOJIBKO HAa CAMOE JIy4YllIee, Bbl YaCTEHBKO MOJIy4aeTe 3TO». S 00Hapy U1, UTO JIFOU, OAHAXKIbI
UCTIBITABIIUE JTy4Illee 00CTYKHUBAHUE, PEIKO UIILYT JPYTUX MapTHEPOB.

Juxrop: Bomnbmie 70 et cembst ChI03IIOB 00CITY’)KHBAET CaMbIX B3BICKATEIbHBIX MMOTPEOU-
teneit. biiarogapst 3Toil monuTUKE KOMIAHUs cTana KpynHedmum auinepoM Kanumiaka Ha FOro-
3amane. OHa paboTaeTt 1mo cydb0oram, npeayaraet ogHy u3 150 ManmH B3aMeH CTaHHOHN KIIMEHTOM
B PEMOHT, UCTIOJIB3YET YAOOHYIO CUCTEMY MPEIBAPUTEIBHOM 3aITUCH H, YTO CAMOE BaKHOE, y/IEIsIeT
NepCOHATBHOE BHUMAHUE KAXKIOMY KIIMEHTY.

Mapkyc: IlpencraBnss KIMEHTaM HCKIIOUUTENFHOE OOCTYy)KMBaHUE, MBI CTAHOBUMCS JUIS
HUX HaJeKHbIMM naptHepamu. Jluxrop: Ceroann Buwmmmk Kaaunnak, JlemmoH-aBeHo, Bo3iie
YHHUBEPCHUTETA.

®oHoBbIe 3ByKH: My3bIKa, Ha ()OHE KOTOPO CIIBIIIHBI 3BYKH JBM)KEHUSI CTAPUHHBIX aBTO-
MOOMIIEH.

Juxrop: 1911 ron. Amepuka BitoOeHa B HOBoe u3o0peTeHre — aBToMoousib. Cembst Chlo-
3JUIOB HAYMHAET Mpoaxy MamrH. OHa CTPOUT CBOM OM3HeC Ha mpuHIHMNe: « OTHOCUCH K KITUEHTY
TaK e, KaK Thl XOTeJ Obl, YTOOBI OTHOCHIIUCH K TeOe». C rogaMu 3TOT MIPUHITUIT OCTAJICS HEU3MEH-
HBIM U MTO3BOJIMJI CEMbE OTKPBITh IECTh aBTOLEHTPOB.

@DOHOBBIE 3BYKH: YIIMYHBIE 3ByKH COBPEMEHHOIO rOpOJIa.

Juxrop: 1990 rox. AMepuka BitoOIeHa B aBTOMOOMIH, U ceMbsi ChIO3JIITOB BCE TaK KE BEJIET
CBOU OM3HEC, PyKOBOACTBYSICh CTApbIM MPHHIUIIOM. BpemeHa MeHSIOTCS, HO UCTUHHBIE IIEHHO-
ctu He craperoT. Ceroomn Bk Kagunnak-Crepnunr, Ceroamt OnaemoOuis, Ceroaiut beronk-
Honpneit u Coroamn Jlekcyc. Tpaauin cemeitnoro obcyxuBanus ¢ 1911 rona.

MBI Hajeemcst, YTO ATa pekiiama NpojaeT. S He Tymaro, YTO CTOUT UCHOIb30BaTh arpeCcCuB-
HYIO PEKJIaMy WJIM TaKyo, KOTOpasi BBOAUT KJIMEHTOB B 3a0ITyKJE€HHE. ITO MOXKET paboTaTh Kakoe-
TO BpeMsi, HO B KOHIIE KOHIIOB ITPUBEAET K 00paTHOMY 3¢ deKTy. B cBOMX ponmkax HaJ10 MpoJeMOH-
CTPUPOBATh KJIACC U CTHJIb — ATO BBIJICJIUT WX HA (OHE JAPYTUX, HA30MIUBBIX U KPUKIUBBIX. MBI
HE MEJIbTEILIMM B CBOMX LIEHTPAaX U HE JIEJIaEM 3TOr0 B CBOEH peKiiaMme.
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Hcnone3yst pekiiaMmy, TOMHUATE, YTO OHA SIBJIIETCS OTPAKECHHUEM CYITHOCTH
Ballero OnsHeca.

MBI He 3asBJsIEM, YTO Y HAC caMog JIydllee 0OCITyKUBAHUE U CaMbli JIpy>KeI00HBIN epco-
HaJl. BMecTo 3TOro Mel crapaeMcs JoKa3aTh HAlllU IIPEUMYIIECTBA C TOMOIIBIO (pakToB. B pekname
MBI JIellaéM akKLEeHT Ha TO, 4TO paboTaeM 1o cydb0oTaM U 4TO K yciiyraMm KiueHToB 150 mamuH,
OJHY U3 KOTOPBIX OHU MOTYT OecriaTHO HCIIOJIB30BaTh, CAaB MAallIMHY B pCMOHT. ITocie Toro xak
KJIUCHT B HCpBI)II\/JI Ppa3 BOCIOJIB3YCTCA HAIIMMHU YCJIyIraMy U IMOYYBCTBYCT HaAlll CTUJIb, OH BO3Bpa-
IIAeTCs K HaM CHOBA M CHOBA.

OCHOBHBIE BEIBOBI

— Knacc. Tot, kTO cTapaeTcs BBIUIpaTh, Ipeylarasi CaMylo HU3KYIO LIEHY, He
umeer Oyayiero. B pekiame He cTOUT rOBOpUTH O 1eHEe. BMmecTo aToro Bcerma
cTapaiirech pacckaszaTh O MPUHIUIIAX, HA KOTOPBIX OCHOBAH Balll OU3HEC.

— Hemoncmpupyii, a ne oexnapupyi. He roBopute, 4To y Bac caMble
IpYyKeTr0O0HbIE TIPOAaBIBI. [IpUBEIUTE HECKOIBKO MPUMEPOB WX TOBEICHUS.
[TyCcTh KJIIMEHTHI CAMU CIETAIOT BHIBOJIEI.

— Bce, umo 6wl Oenaeme, pabomaem Ha eaw Openo. Kaxmas
MeJIo4b (OopMHUpPYEeT OpEeHII KOMITAHWW IS KJIMEHTOB M COTPYIHUKOB. MBI
JIEMOHCTPUPYEM, YTO JJIsi HAc JEHCTBHTEIBHO BaXKHO. MIMEHHO MOATOMY Tak
3HAUMMBI JeTand, Oynb TO (QopMa Hamed OEeKIbl, KaYeCTBO HCHOIb3YEeMOH
OyMmaru wiv CTHJIb HAIlIeH peyu.

—  Haitioume e6pemsa, umobObl  nosHakomMumvcsi ¢ omuemamu
uccned08amenbeKux Komnanull o petimuneax paziuunvix CMHU. 310 HE BhICIIAs
MaTeMaTuKa, 9To ObI BAM HU TOBOPHIIM BaIllM PEKJIAMHBIC areHTHI.
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maBa 33
NMpomo-akumun: ¢pyTdOonkun ¢ CUMBOSIMKON NN
noaaepxka cumdpoHUYeCKoro opkecrtpa?

Harmm mpomMo-akiiuu, Kak ¥ Halla pekjiaMa, MpU3BaHbl MOCTPOUTh B3aWMOOTHOIICHHUS C
HAIIUMH KITMEHTaMU. MBI XOTUM, 4TOOBI YIIOMHHAHKE O HAIIUX aBTOIICHTPAX BBI3BIBAJIO Y KITUCH-
TOB TIOJIOXKUTEIILHBIC SMOIIUU 1 00pa3bl. CBOMMH IPOMO-aKIIUSIMHU MBI XOTUM ITOTYCPKHYTh HH/IU-
BUIyaJIbHOCTD HAIllCH KOMITaHUH.

Korya st b1 MasieHbKHM, B Jlasimace 00pasiioM i BCel pO3HUYHOM TOPTOBJIH CITY>KHJI Mara-
3uH Neiman-Markus. Y Hux ObU1a JTydiias cucTeMa MEepUYCHIaii3uHTa, CaMble JPYKEITOOHBIE TIPO-
JIaBIIbI, U, €CJIM Y BaC BO3HUKAJIHM MPOOIEMBI C KyIUICHHON BEIIbIO, €€ BCEra MOXKHO OBLIO Bep-
HyTh. be3 Bompocos. Bianenen kommanuu Crennu Mapkyc JTFOOWIT TIONTYTUTh, U BCIIEN 32 HUM
€ro MarasuH puoopes penyTaluio Beceaoro Mecta. OHM OICP)KUBAIIN €€, M3 TO/1a B TOJ] TOTOBS
JKCTpaBaraHTHbIC MOJAPKU K PoxkiecTBy.

[Tpumep TO¥ KOMITAHUY 3aCTaBHJI HAC 33[yMaThCs O TOM, KaK CO3/1aTh COOCTBEHHBIH JI0CTOM-
HbIH UMUK, OOBIYHO JUIICPCKUE IIEHTPBI HE BBI3BIBAIIN TIOOPBIX YyBCTB. MBI PELIIIN HCIIOIBH30-
BaTh MPOMO-aKIIMH, YTOOBI TIOKA3aTh JIFOSIM: HAIK EHTPHI B JYUIIYK CTOPOHY OTIUYAIOTCS OT
JPyTHUX.

MBI HauaM HaIly IporpaMMy, MPUIJIAIIas KJIMCHTOB Ha €XKETOIHYI0 BEUCPUHKY, TJIC Mpel-
CTaBJISUTM MOJICIIM MAIIMH CIIEAYIOIIEro roja. Mbl Ipejyiaraiy MiaMIaHcKoe, pocTOu(BI U BKyC-
Heiimme necepthl. Ha BeyepuHke 0053aTelIbHO UTPall OPKECTP, a BCE COTPYAHHUKH OBLIH MPH TaJi-
cTykax. Hameil nesinpro He OBUIO MPOAATh MAIIMHBI HOBBIX MOJEJICH TYT K€ (XOTS €CJIM KIUCHT
3aropajicsi, Mbl HE OTKa3bIBAJIMCh) — B LIEJIOM MbI XOTEJIM OTIIPA3IHOBATh HAYaJI0 HOBOTO CE30HA U
1100J1aroapuTh HAIIUX KIIMEHTOB.

C KaIbIM TOJIOM MBI Jiejalld Bce Oojiee MHTepecHbIe mpejacTaBicHus. Jlappu Xarman —
OYCHb W3BECTHBIN aKTEeP U3 MOIMYJSIPHOTO CepUaia — IIOMOTall HaM OTKPBIBAaTh HAIl HOBBIW IIEHTP
Cadillac. Uto6s! yBuzeTs ero, npuiio 6omisiie 5000 yenosex.

(Boo0111e-T0 MBI IPHIJIAIIATN TOJIBKO HAIIMX KJIMEHTOB, HO CIIyXaMH 3eMJIs MOJTHHUTCS. U B
KOHIIE KOHIIOB MBI IPUIJIACKIIM BCEX, KTO pHeaeT K HaM Ha «Kamumnakey. Jlroau npuesxanu co
BCEro IITara, U Ha CTOsTHKE, paccunTanHoi Ha 5000 mecT, He xBaTuiao MecTa. HekoTopsie 0c000
PEINPUUMYHUBBIC BJIAACIbIBI JOMOB BO3JIC HAIIETO [IEHTPA CIaBaJd MApPKOBOYHBIC MECTa MPSIMO
y ce0st BO BOpE. )

[IpoMo-aknui MpUBJICKAIOT K BaM BHUMaHue. [103a00TbTech 000 Bcex
netayax. MHade y jromed oCcTaHeTCsl HEMPHUATHOE BIICUYATIICHHE — YTO TOPasJio
XyKe, 4eM eCJii Obl BBl BOOOIIE HUYETO HE JICTIaIH.

MBI opraHu3oBbIBaJIM BBICTaBKY MOKopuTenei 3anaga u3 My3es KOBOONCKOH Cl1aBbl U IIPU-
mamaim K cede Accoluannio codupareneil Mosiesnei xKene3HblX JOpor, U POAUTETH IPUBOIIIN K
HaM CBOUX JieTel (111 Ha000pOoT?) MOCMOTPETh Ha UTPYIIEYHbIE 1T0e3/]1a. A TTOCKOJIbKY BCE 00T
BKYCHO ITOE€CTh, MbI BCEI/Ia MpUIJIALIaId OTJIMYHOTO MoBapa.

Bce 310, ecTecTBEeHHO, TPUBIIEKANIO JIIOICH B HAIIIK IIEHTPHI, HO HE 3TO OBLJIO HaIllEH OCHOB-
HOM1 1enbto. [Ipex e Bcero Mbl X0TeNnu No0J1arolapiuTh HAIIMX KJIMEHTOB 3a TO, YTO OHU MOKyTaJln
MalIHBI UIMEHHO Yy Hac. M BTopoe, Mbl XOTeNN MOCTPOUTH JUIUTENbHbIE U JOBEPUTEIIbHbBIE OTHO-
LIEHMSI C HAIlIUMM KJINEHTaMU, YTOObl OHM BHOBb M BHOBb BO3BpAILlaJIMCh K HAM.

OCHOBHBIE BEIBOBI
— Kaowcoas npomo-axyusa oonxcna mecmu uoero eauieco oOuzneca. Bbl
cozmaere cebe ompeAeneHHbIE WMHIK. [loaTOMy HeNnb3s OJHOBPEMEHHO
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CIIOHCHUPOBaTh CHUM(OHUYECKUNH OpKeCTp U pa3aaBaTh (PyTOONKHM Ha
NEPEKPECTKAX.

— Ecnu y eac ecmbv comHenus, npuiacume moONbKO BAWUX CMADLIX
KiueHmos. BpiOWpas Mexay MpUITAlIeHHeM TOTEHIIMAIBHBIX M CTapbiX
KJIMEHTOB, OTJaBaiiTe npennodyreHue mnociaegHuM. MIMeHHO Omaronmaps UM BBl
uMeeTe CBOM KyCOoK Xjeba ¢ MaciioM.

— byovme enumamenvuvl Kk Oemansim u He ckynumecs. OIEHBTE Balll
IIEPCOHAJ B JIyYIINE KOCTIOMBI, IPUIJIACUTE OPKECTP U KYIIUTE CBEKUX LIBETOB.
ITomHuuTe, BbI paboTaere, YTOOBI CO3aTh BIICUATICHUE, KOTOPOE TOKHO OCTAThCs
y BallMX KIWEHTOB. YTo Jydie: YTOObl OHM BCHOMHHAIM BBLAOXIIYIOCS
ra3upoBKY U 3aCOXILNE TOCThI — WIN K€ HIaMIIAHCKOE C UKPOM1?
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Xl. CoenanTe TakK, 4TOObI KNMEeHTbI BO3BpaLlanmucb

MmaBa 34
KnueHT, kotopbin npuHocuT $332 000

HagepHoe, Bbl y’k€ 3aMETUIIH, UTO 51 BEPIO B M10JIb3Y XOPOLINX MaHEp, T. €. B ICKPEHHEE JKeJla-
HUE TOBOPUTH «CIACHO0», «IIOKATyHCTa», KTOCTIONNHY, «TOCIoXkay. [[puHoCHUT J11 3TO pe3ynabprar?
CrouT 111 cofepKaTh TEMOHCTPAIIMOHHBIN 3aJ1 M pa3/ieBaJIKH 1J1sl pabounx B unctoTe? ['0TOB cro-
PUTH Ha JTIOOYIO CyMMY, YTO 3TO OKyHaeTcs. B 1oIrocpoyHoi IepcneKTHBe 3TO MPUHECET MHOTO
JICHET, MOCKOJIbKY Mbl UCKPEHHE 3a00TUMCS O HAILIUX KJIMEHTaX.

[IpunepxuBaroTCst 11 3TUX NPUHIUIOB Bce komnanun? Her.

EcTb 11 KIIMEHTHI, KOTOPbIE CTAPAIOTCS COKOHOMUTD KaXKAbIH LIEHT?

Ha. Takue 710 0OBIYHO MOKYTIAIOT B Sears MacisiHbIA (UIIBTP, 3aT€M — MacJIo Ha pacIpo-
naxe B K.Mart. 3arem, Oyayun yBepeHHbIMH, YTO COIKOHOMMWJIM Napy J0JUIApOB, UAYT B rapax u
LIEJIBIM Yac caMOCTOATEILHO MEHSIOT Maclio B cBoer MaiiuHe. Jla, Tak JeHCTBUTEIBLHO BBIXOIUT
JICTIEBIIE, HO 9TO 3aHMUMAET TPH 4aca. Y OOJNBIIMHCTBA JIIONEH eCTh JIydIIne CIoco0bl pactopsi-
JUTHCS 3TUMU TpeMst yacaMu. OHM HE XOTAT TPATUTh CBOE JIPArolieHHOE BPEMs Ha BCAKYIO CYETY.
[Tokymnasi, OHM XOTAT MOJYYUTh XOpOIllee 0OCIy)KUBAaHNUE, U Mbl CTapaeMcs, MOCKOJIbKY OopeMcs
3a TOKYMKY HE 0JIHOTO, a 10—12 aBromoOusneit. UMEHHO CTOJIBKO MAaIllMH TUITMYHBINA aMepUKaHeIl
MEHSIET 3a CBOIO KU3Hb. [Ipeamnonokum, uro cpeanss mamuHa ctouT $25 000. D10 3HAYHMT, YTO
TOJIbKO Ha MarmuHb! OH TpaTuT $300 000. /lo6aBuB Cro1a CTOUMOCTh padOT U 3aIT4acTeid, MblI OJTY-
qaem $332 000.

UYem OBl BBI HU TOPrOBaJIM, KQXK/IBIHA pa3, BCTpedast HOBOTO KIIMEHTA, 3alyMbIBAUTECH O TOM,
CKOJIBKO OH MOJKET MPUHECTHU BaM B OyyILIEM.

CKOJIBKO 3TOT U€JI0BEK MOXKET KYIIUTh y Bac B TEUEHHE Bcell )kU3HU? Takoi
BOIIPOC MBI 337jaeM cebe, KOrza BCTpeyaeM Kax10ro HoBoro nokymnarens. HyxHo
HACTPauBaTbCS HE HA €IMHCTBEHHYIO CHAEJKY, a Ha JOJITOCPOYHbIE OTHOLIEHUS.
MpbI X0TUM, 4TOOBI KJIMEHT KYIWJI y HAC He Oy MamuHy, a 10 unu 12 B TeueHue
CBOCH JKU3HHU.

Kak BbI gymaere, MOXKEM JIM Mbl CI€NaTh HECKOJIBKO JOINOJHUTEIBHBIX
ycuiui paau nokynarens 12 mamuz? Bl ene comHeBaeTech?

CymiecTByeT U Jpyras MpU4YHHA, TI0 KOTOPOH CTOMT 3a00THTHCS O CBOMX KJIMEHTaX. Eciu
HAIIIU KJIMCHTBI IOBOJIBHBI, OHH PACCKAXYT O HAC CBOUM JIPY3bsIM, a 3TO caMas JIydias peKkjiama Ha
cBeTe. MBI 4acTo ucnoiib3yeM ciiorad: « CrpocH y TOro, KTo y»e MOKynal y Hacy. Eciu moreHIm-
QJIbHBIC KIIMEHTHI KIMEIOT BO3MOKHOCTh IIOTOBOPHUTH C TEMH, KTO YK€ TIOJIb3YETCS HAIIMMHU yCITy-
raMH, Hallll IAHChl 3HAYUTEIBHO BO3PACTAIOT. A 3TO 3HAYUT, Y HAC MOTYT MOSIBUTHCS €I KITHU-
enTsl Ha $332 000.

Kak BunTe, Halll MPUHIIMT OTHONICHHS K KIIMEHTAM KakK K OJM3KUM JPy3bsiM WIHA POJICTBEH-
HHUKaM — 3TO HE TOJILKO aJbTPyu3M. MBI Bce B JACHCTBUTEIHLHOCTH TIPEXK]IE BCETO IyMaeM o ceoe.
Kaxnpiii pa3, korma Mbl jiejlaeM Kakue-IMO0O YCHIIHS, Mbl 337aeMCsl BOIIPOCOM: & YTO S C ITOTO
Oyny umetnb? [ToaTomy, TOOpOXKETATETHPHO U BHUMATEILHO OTHOCSCH K JIFOJISIM, BBl 3aBOCBBIBACTE
OOJIBIIIC KITMCHTOB, YeM MIPU PABHOIYIITHOM U TPYOOM OTHOIIICHUH.

B HekoTOphIX MecTax, Kak, HapuMmep, B Sears, Bbl HE OKUaeTe 0c000ro BHUMaHUs K cele.
EnuHCTBeHHAS MPUYMHA BAIIMX MOKYIIOK TaM — HU3Kas IieHa. MBI IPUIECPKUBACMCS IPYTOU MOJTH-
TUKH, KOTOpasi cxoxa ¢ uiocodueii pemnrenedenbHbIX oTeneil. KIMeHThl TaKuX OTeNled TOTOBBI
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IJIATUTH HEMHOI'O OOJIBIIIE: BClb BCAKOMY IIPUATHO JXHUTb B TAKOM MCCTC, I'/IC MOXKHO HaWTH III0KO-
JaaKy Ha CcBOEH MMOAYLIKE, a IOJIOTCHLIA OOJNIBIIINE U MATKHE.

Takue Menoum CTOAT s HOTpe6I/ITeJ'IeI71 HEHAMHOTO OOJIbIIIE 06BI‘IH01"0, HO OHH IIOMCTHHEC
6eCHeHHH. N naxe IIpU TOM, YTO HAlll YPOBCHb HpI/I6BIJ'IBHOCTI/I HE CaMbIii BRICOKHMI cpeau upojaB-
OB aBTOMO6I/IJ'IeI71, MBI HC KaJlyeMCs Ha 66,[[HOCTB, IMOCKOJIbKY Halllk KJIMCHTBI, CTAHOBACH HAIIMMHU
APY3biAMH, BO3BPAIIAOTCA K HAM BHOBb U BHOBb. B PE3YJIbTATE MBI pa60TaeM B OTOM OH3HECE YKe
MHOTI'HEC I'OABI.

OCHOBHBIE BBEIBOJIBI

— He noimatimecs npooamu cpazy u muozo. CTapanTech clienaTh Tak, 4TOObI
BIICUATIICHNE KJIMEHTA OT MEPBOTO KOHTAKTA C BAMHU OBLIO TOJIHKO MPEBOCXOIHBIM.
Ecam BaM 310 ynacTcs, KIIMEHT BepHETC ete pa3. [[oMHUTE O TOM, CKOJTBKO JCHET
OH MOXET MPUHECTH BaM B TCUCHUE KU3HH.

— Mepvme. KoHeuHO Xe, cienyeT OBITh BEXJIMBBIMH CO BCEMH, HO
BBl JIOJDKHBI 3HaTh, KTO MMCHHO M3 KIUEHTOB mpuHeceT Bam $332 000, u
OTHOCHUTBCSI K HUM COOTBETCTBYIOIIUM 00pazoM. Takue KIMEHTHI 3aCiTy>KHBAIOT
JOTIOTHUTENBHBIX yerIni. OHU HE JOJKHBI HUKOTJAa M HUYETO XKIaTh.

— Ilomnume, umo na camom Oene 6vl npodaeme. BONBIIMHCTBO JIFOIEH
MOKyTIaeT PEIIeHUE CBOMX MPOoOJIeM, a He MPOCTO NMpoaAyKT. [TloaTomy yacTo oHM
TOTOBBI IJIATUTH 32 YKOHOMHIO CBOETO BPEMEHH.
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maBa 35
Kak goobutbca Toro, 4Tob6bl Bam npoLyanum npomMmaxm

Ecnu BBl cnepkuBaeTe CBOM OOEMIaHMS, TO KIMEHTHI MPOCTIT Bac OJUH pa3, a MOXKET
OBITh, U IBAXKIBL. DTO MOXKHO CPAaBHUTH ¢ OAHKOBCKUM cueToM. Kaxkapli pas, Korja Bbl Jienaere
CBOIO paboOTy XOpOIIIO, BB JieNlaeTe BKJIaJ Ha cBOM cueT. Kaxkaplit pa3, korma Bel ommnbaeTech, ¢
BAIIIETO CYETa CIUCHIBAIOTCS JICHBIH, IPUYEM OFHA OIIMOKA COOTBETCTBYET JECATH PEaTM30BaH-
HBIM JieniaM. J{o Tex mop moka 0ajaHc Balllero cyera Moj0KUTENEH, KIHEeHThI OyIyT MpoIarh Bac.

BcnomuuTe, ckonbko pas Bbl MOCEHIATN TOJIBKO YTO OTKPBIBUIMECS PECTOPAHBI C TIOXUM
oOciyKMBaHHEM H €/I0i. YBEepeH, Bbl HE BO3BpAIIAIUCH Ty/a. Y Bac €Ile HE CIOXKUIACh UCTOPUS
OTHOILIEHUH, paJil KOTOPOH CTOMIIO ObI MOMPOOOBATH CHOBA.

Bce, uro BaM HE0OXOAMMO 3HATh, YTOOBI MCIPABUTH CBOKO OIIHUOKY, BBI
BBIYUYHIIH €Il B ICTCKOM CaJIy: IPU3HAH CBOIO OIITUOKY, HEMEIJICHHO €€ NCITPaBh U
MIOTIPOCH TMPOIIeHUs. Balm nokymnaresny, Tak e Kak rmarna ¢ MaMO#, HelPpeMEHHO
MIPOCTSAT Bac.

Haneroch, uTo MBI TaeM BaM JIOCTaTOYHO OCHOBAaHMM, YTOOBI BEPHYTHCS, HECMOTPS Ha TO
YTO MHOTJIA COBEpIIaeM omuoku. Bo3MokHO, BaM 3alIOMHUIIOCH, YTO MBI BCET/Ia OYE€Hb BEKJIMBBI
Y XOPOIIIO CIPaBJISUIHCH ¢ paboToii B ipomuioM. Minu yto Mactep B cepBHCe BCETia MOMHUT, KaKOM
THIT Maciia Bbl MIPEAMOYUTACTE, U 3HACT, YTO Bbl HEHABUAMUTE, KOTJA KTO-HUOYIh C CUTapeTOl B
3y0ax KOTOIIUTCS B CAJIOHE Balllel MaITUHBI.

Bw1 nomuuTE, UTO HaM HEOE3pas3IWYEH Balll aBTOMOOMIIb, MBI 3a00THUMCSI O Bac U JICUCTBU-
TEJIHLHO OYEeHB cTapaemcs. Eciu Tak, To, Korja Mbl jiesiaeéM HeOOJIbIIION TPOMax, Bbl CKJIOHHBI HAC
MIPOCTUT.

[ens moboro 6u3Heca — He pa3odyapoBaTh KiimeHTa. Ho ecnu ¢ mokymnareneM yke moCTpOeHbI
MPOYHBIE B3aUMOOTHOIIICHUS, BBl MOXKETE C€0€ MO3BOJIUTH €TMHOXKIBI TPOMAXHYTHCS, U BCE PABHO
KJIMEHT OCTAHETCS C BaMH.

OCHOBHBIE BEIBOBI

— Buvl cozoanu nexomopoe Konuuecmeo HemamepuanrbHblX aKmueos... He
paspyimaiiTe ux B oqHo4acke. Eciu BBl caenany omuOKy — HITH Balll KITMEHT TaK
CUNTAET, — IPU3HANTE €€ U CPOYHO UCIIPABBTE.

— Bam ne myosrcno omkynamocsa om Jaiooeu. VICKpeHHUE W3BUHEHUS U
CBOEBPEMEHHAs KOPPEKTHPOBKA BAIINX ICHCTBHIA MPAKTUIECKH BCETIA CITOCOOHBI
PELINTh BO3HUKILYIO IPOOIEMY.

— He npespawaiime smo 6 npugvluxy. Hanmdaue 00ONBIION UCTOPHH BAIIUX
TETUTBIX OTHOLICHUH C KITMEHTOM JIEHCTBUTEIIEHO CIIOCOOCTBYET TOMY, YTO KJIMEHT
TOTOB MPOCTUTH BaM IIpoMax. Ho He HCTIBITBIBAaNTE €0 TEPIIEHUE, HE TOBTOPSIHATE
CBOUX OIINOOK.
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maBa 36
Takon nogxon oencTBUTENbLHO paboTaeTr

[Tonararo, 4TO pe3yabTaThl, KOTOPBIX MBI JOCTUIIIH, — JYYIIIEe JIOKA3aTeIbCTBO TOTO, YTO Iep-
BOKJIACCHOE OOCITy’)KMBaHHME BEJCT K MPOILBETAaHHIO Ou3Heca. IHTYMTHBHO TaKOW MOIXOJ JIFOIU
MOHUMAIOT U MPUHUMarOT. OOBIYHO OHM TOBOPAT HEeuTo Bpoje: «KOHEYHO, BbI XOPOIIO KO MHE
OTHOCHTECH, U 51 00JIee CKIIOHEH KYITUTh Y Bac, Y€M Y KOrO-TO JPYTOroy.

BosbIMHCTBO JTFoeH cormacHbl ¢ 3TUM. Ho MHOTIa BCTpEYaroTCsl MHIUBUAYYMBI, ITOJIararo-
II[M€, YTO BCE DTO CAHTUMEHTBEL.

S1 ycran oT BhICKa3bIBaHWH, YTO HAIM TPAThI M YCUIIHS TPUBOJAT TOJIBKO K M30aJI0BaHHO-
CTH KITUCHTOB M YTO HAIIl yCIIeX HE YTO MHOE, KaK yJa4ya U BOJIs ciydasi. Mbl peliuiif MpUIiiacuTh
J.D.Power & Associates — HE3aBHCUMYIO HCCIIEOBATEIBCKYI0 KOMITAHUIO, XOPOIIO U3BECTHYIO
CBOMMHU OTUYETAMHU O KA4eCTBE aBTOMOOWMIICH, — OIICHUTh Hac. OHU ONpaIluBay HAIIKX ITOKYIaTe-
JICH, HHKOMY HE TOBOPS, Ha KOro pa0oTaroT. S HajesIics, 4YTo UX OTYET JaCT MHE HECKOJBKO U,
TIOATBEPKIAOIINX, YTO MbI BEIOPAJIM BEPHBIN IMyTh, & TAKIKE MIOMOXKET ONPEACTUTh, B UeM HaM
HAJIO MOJTSIHYThCSL.

Pesynbrarel okazanuck norpsicarormuMu. Kto Obl He XOTel, YTOObI MPU3HAHHBIC YKCIICPTHI
B ero OusHece ckazaiu o ero pabore cienyromee: «Sewell Village Cadillac sBnsercs mydmumm
IPUMEPOM B OTPACIIH 110 CTETICHH YIOBJIECTBOPCHHOCTH KIIMEHTOB. VX MO3UTUBHOE OTHOIICHUE K
JIFOIISIM SIBJISICTCSI CAMOM CHIJIBHOM CTOPOHOM aBTOILICHTPAY.

«Ecmm 6m1 kommanus Sewell Village Cadillac Obuta BkiIIOYEHA Kak
aBTOMOOWJIBHBIN OpEH/I B TPAIUIIMOHHOE MCCIIEIOBAaHUE, €€ CyMMapHas OIICHKA
nocrasuia ObI €€ Ha OJHO MECTO C MOOEIUTEIEM dTOTO roma — Acuray.

Otu cioBa Obu MepBbIM ab3ariem otuera. [lanee D.Power ormeuan, 4To oreHka kauecTBa
oOciyk1BaHMsI Hallei komnanuu O6bu1a Ha 31,5 % BIlIE CpeAHEro HAIMOHAJIBLHOTO YPOBHS U YTO
KBaJIM(UKALMSA U JTMYHbIE KauyecTBa HAIlIMX JIFOAEH OblIM 3KCTpaopAuHapHbIMH. Hampumep, mbl
MIPEBOCXOIUITN CPETHMM HaITMOHANIBbHBIN ypoBeHb Cadillac o kauecTBy paboTsl MacTepoB Ha 45 %,
torna kak caM Cadillac umen camble BBICOKHME OIIEHKU CPEAM HAllMOHAJIBHBIX OPEH/I0B.

3nech ObUIO ere MHOTO MPHUSATHBIX HPD (cm. mabn. 1).

Ta6a. 1. IIpoueHTHBIH PeHTHHI KavyecTBA 00CHAY:KMBAHHS (MPOUEHT MOCTABHBIIMX
«OTJIMYHO» U3 0011ero YMcJ/ia ONpomeHHbIX)

Sewell Cadlllac, Cadlllac, mumne
B COEQHEM ABTOLEHTPH,

B CpefHEM
BeMNHBOCTE N0 OTHOWEHMKD H HAHEHTY 84 b4 i)
NerdocTe W NPOCTOTA PasMelleHHd 3aHaza 75 b4 39
FOTOBHOCTE NEPCOHANE NOMOYL HAHEHTY [ 449 b3
HeanufMKau1a nepcoHana GG 42 57

W cHoBa o4eHBb BBICOKAs OIIEHKA HAIETO TEPCOHANa: BCE KIMWEHTHI, KTO HE TOCTaBWJI
«OTJIIMYHOY, TIOCTABIIIA OIIEHKY «OY€HBb XOPOIIIO», IPYTUX BAPHUAHTOB HE OBLIO.

«TpynHO TIpeAcTaBUTH, YTO OILIEHKA aBTOLIEHTPA MOXKET OBITh CKOJIBKO-HUOYIH JTyUIle), —
numer Power, mo0aBisisi, 9TO HalIa OIEHKA YAOBJIETBOPEHHOCTH TOTPEOUTENECH OKas3anach Ha
OJTHOM YPOBHE C YJIOBJIETBOPEHHOCTHIO TIOKyMarenei Acura, KOTopas 3aHMMAaeT MepBOe MECTO B
JTAHHOM pEWUTHHTE.

Ho MHe xa3anocsk, 4To 3ToM nHGOpMaINK BCE eIle HEA0CTATOUHO, YTOOBI CKEITHKY HaBCETAa
ymonkiu. M MHe, K c4acThio, yIaJIoCh OOHAPYKHUTh TO, YTO HAIO!
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B uccnenoBanuu ObUTO 33JaHO JIBa BOIIPOCA, KOTOPBIC TIOMAINA B caMOe SI0JIOYKO — B CYTh
TOTO, YTO MEHSI MHTEPECOBAJIO: MPHBOJIUT JIM BBICOKAs YIOBJIECTBOPCHHOCTh KJIMEHTOB K Oojiee
BBICOKUM TIPOIaXKaM.

Power cipocui HalMx KJIUEHTOB U KIMEHTOB Apyrux aBToieHTpoB Cadillac, 6butn 11 oHn
«OUECHb YJIOBJIETBOPECHBI» aBTOMOOHIIEM, KOTOPBIN IPUOOPEITH. DTO OYEHb XUTPBIH BOIIPOC, TAK KaK
MaIllMHbI B HAIlIEM aBTOIICHTPE TaKKe JKe, KaK Be3Jie.

W, HecMOoTpst Ha ITOT (aKT, HAIM KIIMEHTHI ObLUTH «OYEHB YJIOBJICTBOPEHBD CBOUM aBTOMO-
ounem Ha 25 % yaine, 4eM B CpeiHEM TI0 CTpaHe. Hawiu nompebumenu gviuie OYeHUIU MAUUHy no
NPUYUHE XOpoule2o cepeucd, KOmopblil Obll UM NPed0Cmasiel 60 8peMs U NOCLE NOKYIKU.

Ecnu cnegoBath 1aHHOMY pacCyXJI€HHIO, MbI BIIpaBe 0KHUaTh OOJIbIIE TOCTOSHHBIX KIINEH-
TOB, YEM Y APYT'HX JUJIEPOB, U, KAK Bbl BUIUTE HIDKE, Power moaTBepaui 3To (cm. maba. 2).

Tao0u. 2. IIpoueHT MOKynarese, KOTOpbie IPUOOPETYT/He NPHOOPETYT TAKOH Ke aBTO-
MOOMJIb Y TOTO e JHjIepa

Sewell Cadlllac, B cpegHem
OnpegeneHHO NPHOBPETYT a7 a5
BoamoHHO, HE NPHOGRETYT 9 13
OnpegeneHio He NpHoopeTyT 3 2]

I/ITaK, JaHHOC UCCIICAOBAHUC ITOKA3aJI0, UYTO MbI HC TPATHUJIM HAIIX ACHbI'U 3P, ITIOTAKasA ITPpH-
XOTSIM CBOHMX KJIIMEHTOB. DTOT CHOCO0 BCACHMUA OusHeca ﬂeﬁCTBHTeHBHO pa60TaeT!

OCHOBHEBIE BBEIBOJIEI

— [lpuenacume He3a8UCUMBIX IKCNEPMO8 NOCMOmMpemv HA  8auld
ouznec. HecMOTpsi Ha Balll PETYJSIPHBIC WCCIIEIOBAHUS YIOBJICTBOPEHHOCTH
noTpeduTenel, MepuoIuIeck — HalpuMep, pa3 B TPHU Tola — MpHUITIANIANTE
KaKOTO-HUOYb OJKCIepTa. ODTO TO3BOJUT BaM HE TOJBKO TMEPENpPOBEPUTH
pe3yNbTaThl COOCTBEHHBIX MCCIIEIOBAHUN, HO U CPAaBHUTH BAIllM JOCTHKEHUS C
pe3ynbTaTaMu paboThl KOHKYPEHTOB B II€JIOM 10 CTpaHe.

— Hwume kax nioxoe, max u xopouiee. Bbl, KOHEUHO ke, OyeTe 0XKUAaTh OT
KOHCYJIFTAHTOB BBISBIICHUS 00JIaCTeH, KOTOPBIE MOKHO YIIYYIIIUTh, HO HE 3a0yIbTe
BBISICHUTH U T€ BEIIH, KOTOPHIC y BaC MOJYYAOTCs CYIIECTBEHHO JIyUIle, YeM Y
JPYTHX.

— Cnacub6o. 51 HanerOCh, YTO Bbl HAIILIW 37I€Ch HJEH, KOTOPHIE CMOXKETE
HCIIOIB30BaTh.
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NocnecnoBue Ctennu Mapkyca

To, 9TO BBI TOIBKO YTO MPOUIIN, HE YACTO BCTPETHIID B OOBIYHBIX KHUTAX — 3[PaBbIi CMBICIT
B IIPOCTOM H3JIO)KEHUH.

Agtop, Kapn Ceroaiut, criocoOeH onpeenuTh NpodiaeMy U pa3ouTh ee Ha TMPOCThIC 3a/1a9H,
KOTOpBIE MOTYT OBITh pemeHbl. Kpome Toro, 0H yMeeT MBICIUTh MPOCTO H JIOTHYHO. OH mumier
TaK, KaKk TOBOPHUT, a TOBOPHUT — KaK TyMaeT.

B 3T0i1 KHHTEe OH OMHCHIBAET, KaK MPUIIIACKI MEHS PadoTaTh KOHCYJIBTAHTOM, HO OH HE pac-
CKa3aJ Bcel UCTOPUH. Sl OTBETHII €My TOT/Ia, YTO BPSI/L JIM CMOTY OBITH €My T0JIe3€H, TaK KaK HUYeTO
HE CMBICITIO B aBTOMOOMIISIX. OH 7K€ CKa3aJl, YTO My He HYKHBI COBETHI 00 aBTOMOOMJISIX — OH XOYET
3HaTh OOJIBIIE O TOM, KaK POJABaTh JTOPOTHE TOBAPHI.

Kapn mossi1, 4T0 €AMHCTBEHHOE KOHKYPEHTHOE MPEUMYIIECTBO, KOTOPOE OH MOXKET CO3/1aTh
B aBTOMOOHMJIBHOM OM3HECE, — 3TO BBICIIMN ypOBEHb cepBHca. M OH MpHCTYNWI K peaau3anuu
CBOCH HJIeU C MPUCYIIUMH €My CTPACThI0, BOOOPaKEHUEM U 37JPAaBbIM CMBICIIOM.

Kaxk-To 51 pasroBapuBail ¢ rpyIoi eBpONenCKUX IPOMBIIIICHHUKOB, KOTOPBIE IIPUEXAI B
CIIA m3y4arp Hall OMBIT JTOCTHKEHUS BBICOKMX CTaHIAAPTOB OOCITYKHUBAHUS KIMEHTOB. S cka3zai
UM, YTO TPEXKJIC BCETO OHM JIOJDKHBI HAYYHTHCS YBaXKaTh CBOUX KIIMEHTOB, CIICAYIOIIAM IaroM —
Hay4YUTHCS JIOOUTH UX, HY a TIOCTIE 9TOr0 — 000KaTh HX.

Oty npocTyro TexHosnoruto Kapi 3HaeT oueHb Xopollo, ee OH U IPUMEHUII B CBOEH pabore.
OnHa Tak >JIeMEHTapHa, YTO KaXKETCs YAMUBHUTEIbHBIM, IOYEMY TaK MO KOMIIAHUH KOMUPYIOT U
npuMeHsiioT ee. Bee geno B Tom, uro Kapi nckpeHHe 3a00THTCS O CBOMX ITOKYTIATENsX, @ HUCKPEH-
HOCTB — caMasi CJIOXKHast BeUIb JUIsl KOMUPOBaHUs. UnTast 3Ty KHUTY, OCO3HaelIb, 4To Mama Kapia
«BOCIHUTAJIA €TO TPABUIILHOY.

DT0 He TOIBKO a30yKa JJis TeX, KTO paboTaeT B aBTOMOOMILHOM OHM3HECEe. JTa KHUTA [IEHHA
JUISL BCEX, KTO MMEET XOTh KaKOe-TO OTHOIICHUE K PO3HHYHBIM MPOJaKaM.

Ecnu BBl HIUEMY He HAy4YHMJIMCh U3 ATOM KHUTH — 9TO Ballla COOCTBEHHAs BUHA.
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MakcumanbHO nosiesHble AenoBblie KHUM OT
unspartenncrtea «MaHH, UBaHOB u ®epbep»

Kak Bce HaunHaJI0CH

Mei craproBanu B utoHe 2005 rona ¢ aByms kuuramu. IlepBoii crana «KiueHThl Ha BCrO
*u3Hb» Kapna Creroania, Bropoit — «Mapketunr Ha 100 %: pemukcy. «JloOpoxenarenny cpasy xe
3aBepTENH MajbIlaMU y BUCKA: 3a4€M BBl BBIXOAWUTE Ha 3TOT PHIHOK? Bam >xe mpuaercs 60poThes
¢ OOJIBIIMMU U CHIIBHBIMU KOHKYpEHTaMu !

OTtBeyaeM. MBI cO3/1aT1 M3aTENBCTBO, YTOOBI MIEPECTATh MEPEKUBATH 110 MIOBOAY TOTO, YTO
OTJIMYHBIE KHUTHY 10 OM3HECY HE MOMAJA0T K POCCHUICKIM YUTATENSAM (MM TOTAJal0T, HO HE KO
BCEM U 3a4aCTyI0 B HEJOCTOHHOM Bue). Bech Hall OmbIT OOIIEHUS C JPYyTUMH U3/1aTeIbCTBAMU
IPUBEN HAC K MBICITH O TOM, YTO 3TH KHUTH OyJeT MpOIIE BHITYCTUTh CAMUM.

W ¢ camoro Hayaia Mbl penIwiiy, 4YTo 3To0 OyJeT caMoe HEOObIYHOE M3aTeIbCTBO J1EI0BON
JUTEPATYPhl — HAYMHAS C Ha3BaHUs (MBI JaJIM €My HaIIX TPU (paMUIIMH ¥ TOTOBBI OTBEYATh 32 BCE,
YTO MBI JIeJIaéM ) MU3aKaHUYMBasi CAMUMHU KHUTAMH.

Kak mb1 paGoTaem

— MBpI u31aeM TOJBKO T€ KHUTH, KOTOPhIE CYUTAEM CaMBIMH TIOJIE3HBIMH M CAMBIMH JTyYIIIUMHU
B CBOEi1 001acTH.

— MpI TIIatenbHO 0TOMpAeM KHUTH, THIATEIBHO MX MEPEBOANM, PEIAKTHPYEM, IyOIHKyeM
¥ aKTHUBHO IpojBHTaeM (TogpoOHEe O TOM, KaK 3TO JeNaeTcs, Bl MOXKETE MPOYUTATh HA caiiTe
HAIIETO M3/aTeNIbCcTBA mann-ivanov-ferber.ru B paszaene «Kak Mbl U31aeM KHUTHY).

— Jlu3aiiH 1715 HaIKMX NEepBhIX KHUT MBI 3aKa3biBan y Apremust Jlebenesa. ITo 1oporo, HO
KpacuBo 1 04eHb npodeccuonanbHo. Celvac Mbl J1enaeM 00JI0KKH C IPyTUMH JU3aifHepaMu — HO
TU1aHka, nmogHsTas JleGeneBbIM, Kak HaM Ka)KeTCsl, HE OITyCKaeTCsl.

Hamu 6onbuine HOBOCTH

B 2007 romy MbI nproOpenu npasa Ha U3/1aHuE U pacnpocTpaHeHue B Poccun cepuu KHUT
CTOKroNBbMCKOW IIKOJIBI SKOHOMUKH, KOTOpasi M3BECTHA TaKMMHU OecTcenepamu, kak «busnec B
ctuie pank», «OT XopoIiero K BeTuKkomy», «[loctpoennsie HaBeuHO» U Ap. Teneps Bce 3TH KHUTH
MOXHO TIPHOOPECTH Ha HAILIEM CaiTe.

C 2008 roxa, crapasich MPEUIOKUTH HAIIIMM YATATEISIM OOJIBIITNI BEIOOp, MBI HAYAIH U3/1a-
BaTh ayAMOKHUTH, TIOIAPOYHBIC 3/IaHus, 3aITycTiin cepuio «He Tonpko Ou3Hec).

A Kpome TOro, Terneph MOYTH BCE HAIIM KHUTH MOXKHO JIETaJbHO KYNUTH B AIEKTPOHHOM
BUJIC.

[Tonpo6HOCTH y Hac Ha caiitTe www.mann-ivanov-ferber.ru

MBI 3HaeM: Hallld KHUTH JETAl0T Bally Kapbepy ObIcTpee, a OM3HeC — JyyIle.

Ji1st 5TOTO MBI M paboTaeM.

C yBaxkenueM, Mzopv Mann, Muxaun Meanos, Muxaun @epoep
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